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Virtualization 


HOW  FAR  WILL  YOU  TAKE  VIRTUAL? 


he  end-to-end  virtualized  infrastructure  is  now  a  reality.  From  servers  to  desktops  to 

management,  it's  all  possible  with  Microsoft's  comprehensive  and  cost-effective  portfolio 
i  products  and  solutions.  Find  out  more  at  microsoft.com/virtualization 
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CIOs  -  now  is  the  time  to  act. 


The  current  economy  is  creating  enormous  motivation 
to  reduce  costs  and  streamline  business  processes 
while  maintaining  market  share.  But  change  can  be 
challenging.  That’s  why  more  FORTUNE  500®  executives 
are  calling  on  ACS  to  accelerate  changes  required  to 
survive  and  succeed  in  a  tumultuous  economy. 


As  we  deliver  non-core  business  functions  across 
a  range  of  disciplines,  our  clients  benefit  from 
standardized  and  streamlined  processes  -  performed 
impeccably.  The  result:  Creating  a  powerful  upside  to  the 
current  downturn. 

Information  Technology, 

Customer  Care,  Document  and  Data  Management, 
Finance  and  Accounting,  Human  Capital  Management, 
Transaction  Processing 
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cover  story  Shared  services  are 
back  in  vogue,  driven  by  the  economy, 
the  cloud  and  new  ways  to  collaborate. 

BY  THOMAS  HOFFMAN 


When  it  comes 
to  joint  ventures, 
clear  lines  of 
authority  and 
accountability 
minimize  risk, 
saysH.B.  Fuller 
CIO  Steven  John 
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Shared  Purpose 

A  willingness  to  be  “thinking  the  unthinkable”  is  how  one  CIO  friend  of 
ours  recently  described  the  executive  mind-set  inside  his  company. 

For  this  global  player  in  the  hospitality  industry,  that  readiness  to 
explore  more  radical  IT  strategies  that  could  sustain  the  business— through 
the  recession  and  back  to  profitability— sent  a  big,  loud  signal. 

Suddenly,  everything  is  on  the  table. 

I’ve  been  hearing  that  phrase  a  lot  from  CIOs  lately— not  in  a  fatalistic 
sense  but  with  a  feeling  of  new  possibilities  unfolding.  Company  priorities 
are  sharpening.  Political  obstacles  are  moving.  Decks  are  clearing. 

Nowhere  is  that  feeling  stronger  than  in  our  cover  story  about  shared 
services  (“Common  Ground,”  Page  38),  which  are  top-of-mind  for  CIOs 
now  because  of  economic  strain,  the  emergence  of  cloud  computing  and  the 
spread  of  collaboration  tools  within  and  beyond  corporate  walls. 

“With  the  advent  of  cloud  computing,  I  think  that’s  going  to  open  up  the 
doors  to  this  type  of  collaboration,”  says  CIO  Tom  Conophy  of  InterCon¬ 
tinental  Hotels  Group  in  Atlanta.  Along  with  Starwood  Hotels,  Marriott 
International  and  Hyatt,  InterContinental  is  actively  discussing  possible 
shared  services  among  members  of  a  global  trade  association  of  hoteliers 
and  tech  companies.  Similar  efforts  are  springing  up  in  the  real  estate 
and  insurance  industries,  as  well  as  among  research  universities  and 
nonprofits.  The  basic  drivers  are  the  same:  to  pool  ideas,  share  resources 
and  drive  down  costs  better  allocated  elsewhere. 

“Do  we  want  100  people  working  on  developing...a  hotel  reservation 
system?”  asks  CIO  Todd  Thompson  of  Starwood  Hotels,  “or  do  we  want  100 
people  focused  on  building  innovative  solutions  for  our  company?” 

If  you’re  getting  a  sense  of  deja  vu  here,  you  may  be  remembering  the 
early  1990s’  attempt  by  several  airlines  to  create  a  shared  travel  reserva¬ 
tion  network.  That  was  scuttled  in  part  by  technology— the  lack  of  cheap, 
ubiquitous  broadband  networks  and  open-source  software  a  decade  ago— 
but  also  by  more  ongoing  human  obstacles  like  mistrust,  competitiveness 
and  risk  avoidance. 

Yet  when  we  line  up  those  old  stumbling  blocks  next  to  potential  benefits 
such  as  simplified  data  exchange,  reduced  cost  and  greater  business  agility, 
the  hurdles  start  to  shrink.  CIOs  are  also  bringing  much  greater  business 
savvy  to  the  table  now,  along  with  a  shared  purpose  that  makes  “thinking 
the  unthinkable”  all  part  of  the  job. 


Maryf  ran  Johnson,  Editor  in  Chief,  CIO  Magazine  &  Events 

mfjohnson@cio.com 
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CHATTER 


Mischief  Makers 

To  some,  they're  merely  rogue  IT  staffers, 
while  others  consider  them  heroes  (or 
villains).  Regardless,  CIO.com  Senior 
Editor  Thomas  Wailgum's  slideshow  fea¬ 
tures  eight  tech-sawy  people  who 
have  seriously  wreaked  havoc  at 
their  organizations. 
www.cio.com/article/498899 

The  Search  Engine  World 
According  to  Microsoft 

When  the  Microsoft-Yahoo  search 
deal  was  announced,  Microsoft  CEO 
Steve  Ballmer  said,  "Both  companies 
benefit  from  scale  and  better  economics. 
Consumers  really  will  get  better  prod¬ 
ucts."  CIO.com  Senior  Writer  Shane  O'Neill 
doesn't  buy  the  last  part:  He  says  what  con¬ 
sumers  will  get  is  a  two-horse  race  and  lim¬ 
ited  choice,  www.cio.com/article/498466 

It  turns  out  O'Neill  has  more  questions  for 
Microsoft  when  it  comes  to  search  prod¬ 
ucts.  Just  as  Bing  appears  to  be  gaining 
in  popularity,  pro-Microsoft  and  anti- 
Apple  search  results  seem  to  suggest 
foul  play.  What's  the  top  response  on  Bing 
to  a  question  about  the  price  of  Windows? 
"Why  are  Macs  so  expensive."  Says  O'Neill, 
if  Microsoft  is  going  to  resort  to 
self-protection  they  could  at  least  be 
subtle."  advice.cio.com/node/8424 

Cash  for  "IT  Clunkers" 

News  broke  last  month  that  the  U.S. 
Government's  highly  successful  "Cash  for 
Clunkers"  program  was  not,  as  has  been 
reported,  stopping.  This  got  ClO.com's  Wail- 
gum  wondering  why  can't  businesses 
with  legacy  computer  environments 
get  their  hands  some  government 
subsidy?  Read  his  list  of  "IT  clunkers." 
advice.cio.com/node/8393 

Mobile  Medicine  Apps 

Physicians  may  not  have  been  the  first  pro¬ 
fessionals  to  embrace  BlackBerry  devices 
and  smartphones,  but  they  sure  ►►► 
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Simplicity  is  essential.  At  Citrix,  we  believe  enterprise 
computing  has  become  far  too  complex.  Web-era  companies  have 
changed  the  rules.  With  cloud  computing  and  software  as  a  service,  it’s  now  about 
minutes  instead  of  months,  pennies  instead  of  dollars.  It’s  time  for  enterprise  IT 
to  embrace  a  service-oriented  model  that’s  powerful,  versatile  and  cost-effective. 

In  short,  it’s  time  for  IT  leaders  to  step  up  and  simplify. 


0  W  E  ft 

of  virtualization. 


is  P 

The  power 


Simplicity  is  flexibility.  We  believe  in  virtualization.  Instead  of  grappling  with  infinite 
combinations  of  desktops,  applications  and  server  workloads,  virtualization  allows  you 
to  manage  one  copy  of  each.  Assemble  them  dynamically  at  runtime.  And  deliver  as 
rich,  personalized,  on-demand  services. 

Simplicity  is  savings.  We  harness  the  power  of  virtualization,  networking  and  the 
cloud  to  dramatically  reduce  the  cost  of  computing.  To  put  unprecedented  control 
into  the  hands  of  IT.  To  keep  your  business  competitive.  Profitable.  Unstoppable. 

Simplicity  is  power.  Citrix.  Citrix.com/SimplicitylsPower. 


CiTRIX 


©  2009  Citrix  Systems,  Inc.  All  rights  reserved. 
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FROM  THE  CEO 


Follow  the  Data 

One  of  my  all-time  favorite  movies  is  All  the  President’s  Men.  The  best  line 
in  the  movie  is  when  Deep  Throat  (played  by  the  great  character  actor  Hal 
Holbrook)  meets  with  Bob  Woodward  (Robert  Redford)  and  hears  him 
explain  how  his  investigation  has  hit  a  dead  end. 

After  a  pause,  Deep  Throat  coolly  advises:  “Follow  the  money.”  Those 
words  become  the  driving  force  behind  the  Watergate  investigation  that 
ended  with  President  Nixon’s  resignation. 

This  memorable  scene  comes  to  mind  as  I’ve  listened  to  many  of  you 
talk  about  your  biggest  pain  points  today.  Right  after  the  economy,  the  three 
most  common  words  would  be  “follow  the  data.”  While  the  cost  of  storage 
keeps  falling,  the  cost  of  data  management  keeps  climbing. 

IDC  (a  sister  company  to  CIO)  reports  that,  with  a  compound  annual 
growth  rate  of  almost  60  percent,  the  digital  universe  is  projected  to  hit 
nearly  1.8  zettabytes  (1,800  exabytes)  by  2011.  That’s  a  tenfold  increase 
within  five  years. 

What  are  the  core  factors  driving  this  enterprise  data  explosion?  Eric 
Knorr,  editor  in  chief  of  Info  World,  identifies  those  factors  in  five  categories: 

Security  log  files.  Driven  by  compliance  mandates,  companies  now 
record  all  user  file  access  activity  in  raw  form. 

Network  and  system  events.  By  default,  modem  systems  log  everything, 
while  enterprises  still  struggle  to  make  better  use  of  this  unstructured  data. 

Multimedia.  From  training  videos,  podcasts  and  medical  images 
to  multimedia  communication,  media  of  all  sorts  pour  onto  storage 
servers  daily. 

Transaction  records.  All  that  structured  transaction  data  has  to  be 
readily  accessible  for  business  intelligence  and  other  uses. 

E-mail  and  other  messages.  E-discovery  legal  requirements  call  for 
all  sorts  of  communications  to  be  archived  and  available. 

All  of  the  above  is  causing  the  likes  of  HP,  Oracle,  IBM,  SAS,  Microsoft, 
EMC,  NetApp,  CA,  SunGard,  VMWare,  Amazon,  Google,  Riverbed,  Cisco 
and  others  to  expand  their  offerings  to  help  manage,  secure,  search,  log, 
back  up  and  archive  data  as  we  attempt  to  turn  it  into  actionable  business 
knowledge.  No  easy  task,  but  clearly  a  rising  corporate  priority  these  days. 
I’d  love  to  hear  what  you’re  doing  to  “follow  the  data”  at  your  company.  Drop 
me  an  e-mail  anytime  at  the  address  below. 


►  ►  ►  Chatter  Continued  from  Page  6 
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aren't  wasting  time  nowadays. 

CIO.com  Staff  Writer  Al  Sacco  names 

eight  medical-related  BlackBerry 
applications  to  check  out  before 
your  checkup. 

www.cio.com/article/498472 

BI  Eases  Data  Hell 

Most  businesses  today  have  more  data 
than  they  know  how  to  use,  Getting  at 
that  data  and  presenting  it  in  a  useful 
mannerfor  cogent  analysis  are  two 
tasks  that  typically  haunt  organizations. 
□O.com's  Wailgum  writes  about  why 
now  is  the  time  to  use  BI  tools  to 
tap  into  that  rich  pool  of  data. 
www.cio.com/article/498904 

Virtualization  Woes 

Even  though  client  virtualization  is 
becoming  increasingly  popular,  there  is 
still  much  confusion  about  the  different 
technologies  and  how  they  will  play 
out  in  the  enterprise.  Read  about  five 
issues  that  could  stall  your  client 
virtualization  efforts. 
www.cio.com/article/498892 

A  Canary  in  a  Coal  Mine 

While  Twitter  can  be  an  easy  way  to 
share  information  and  interact  with 
your  customers  and  peers,  giving 
your  employees  some  rules  for 
the  road  will  make  it  easier  for  them  to 
tweet  freely,  without  career  fear,  while 
protecting  your  company.  CI0.com  Staff 
Writer  C.G.  Lynch  spells  out  the  basics. 
www.cio.com/article/499049 

The  Perfect  Fit 

If  you're  in  the  market  for  a  new  job,  you 
should  know  how  important  it  is  to  fit 
into  an  organization's  culture.  CIO 
.com  Senior  Editor  Meridith  Levinson 
describes  eight  tips  on  assessing  a 
prospective  employer's  corporate 
culture,  www.cio.com/article/498642 
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Michael  Friedenberg,  President  and  CEO 

mfriedenberg@cio.com 


Compiled  by  Associate  Editor  Kristin 
Burnham.  Have  a  comment  about  a 
story  in  this  issue  of  CIO?  Go  to 
www.cio. com/magazine/20090901 
or  write  to  letter5@cio.com. 
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Two-Factor  Authentication 


Even  if  a  hacker  has  your  password,  your  account 
remains  secure.”  -  New  York  Times 


Get  the  strong  two-factor  security  you  need 
to  protect  against  today’s  sophisticated 
threats  without  the  hassle  and  cost  of 
yesterday's  technology. 


>PhoneFactor 


Easy  to  Setup,  Manage,  and  Use 
Strong  Out-of-Band  Authentication 
Rapid  Regulatory  Compliance 
Far  Less  Expensive  Than  Tokens 


www.phonefactor.com  |  1.877.NoToken 


User  enters  username  and  password 


Instantly,  user  receives  a  call,  simply  answers 
and  presses  #  (or  a  PIN )  to  complete  the  login 
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Feds  to  Apple,  AT&T:  Explain  Google  Rejection 

Federal  regulators  want  to  know  if  AT&T  and  Apple  worked  together 
to  reject  mobile  apps  for  Google's  Voice  service,  sending  letters  to 
the  companies  asking  them  to  explain  this  incident  and  the  policies 
behind  the  secretive  and  lucrative  iPhone  App  store. 

The  letters  are  the  first  indication  that  the  feds  might  be  interested 
in  mandating  openness  for  Apple's  app  store  and  similar  stores  run 
by  Sprint,  Verizon  and  even  Google.  The  iPhone  store,  run  through 
Apple's  iTunes  software,  is  the  only  way  an  iPhone  user  can  install 
third-party  applications  without  voiding  the  phone's  warranty. 

Google  Voice  lets  users  channel  all  their  calls  through  a  single 
Google  Voice  number  which  offers  cheap  international  calls,  free  long 
distance  calls,  free  text  messaging  and  voice  mail  transcription.  Calls 
through  its  mobile  app  still  use  the  minutes  on  a  mobile  phone.  Wired 


Microsoft  Word 
Injunction  May 
Not  Halt  Sales 

A  judge  ordered  Microsoft 
to  stop  selling  its  Word 
products,  but  legal  appeals 
or  technical  work-arounds 
make  a  halt  of  sales  unlikely. 

The  U.S.  District  Court 
for  the  Eastern  District  of 
Texas  gave  Microsoft  60 
days  to  comply  with  the 
injunction,  which  forbids 
the  company  from  selling 
its  2003  and  2007  versions, 
let  people  create  custom 
XML  documents.  These  are 
related  to  a  patent  infringe¬ 
ment  suit  filed  by  i4i. 

IDG  News  Service 


Encyclopedia 
Britannica  Loses 
Patent  Ruling 

A  judge  ruled  that  two 
patents  initially  awarded 
to  Encyclopedia  Britannica 
are  invalid.  The  patents 
were  built  on  the  infamous 
5,241,671  patent  first 
unveiled  by  Compton's 
NewMedia  in  1993,  That 
patent,  which  covered  the 
retrieval  of  information 
from  multimedia  content, 
would  have  been  relevant 
to  many  companies  selling 
multimedia  CD-ROMs  at  the 
time.  IDG  Newsservice 


Facebook  Buys  FriendFeed,  Adds  Tech  Talent 

FriendFeed,  a  social  media  tracker  created  in  2007  by  a  group  of  ex- 
Googlers,  has  been  acquired  by  Facebook  for  an  undisclosed  amount. 
FriendFeed  works  like  an  RSS  reader  for  social  media  content,  pulling 
in  and  publishing  feeds  from  more  than  60  websites,  including  Twit¬ 
ter,  Flickr  and  YouTube,  for  easy  skimming. 

It’s  a  logical  fit  for  Facebook,  which  has  been  shifting  its  focus  to 
becoming  more  of  a  real-time  social  broadcasting  service.  But  the 
bigger  win  for  the  company  may  be  the  technical  talent  that  comes 
with  the  deal.  FriendFeed's  founders  were  involved  in  the  creation  of 
Google's  Gmail  service,  and  as  part  of  the  acquisition,  its  12-person 
staff  will  move  to  Facebook's  offices,  The  New  York  Times 

Sony  Takes  on  Amazon  With  Its  New  Reader 

In  mid-July,  Forrester  Research  called  Amazon. corn's  Kindle  "the  flame 
that  lit  the  wildfire"  for  digital  reading.  But  with  the  new  $199  Sony 
Reader  Pocket  Edition  and  $299  Reader  Touch  Edition,  the  rival  con¬ 
sumer  electronics  giant  aims  to  prevent  Amazon  from  becoming  the 
runaway  leader  in  a  market  that's  expected  to  grow  explosively . 

Sony's  Pocket  Edition  will  be  $100  cheaper  than  Amazon's  Kindle  2, 
while  the  more  expensive  version  will  offer  touch  technology  that  lets 
the  reader  swipe  a  finger  across  the  screen  to  turn  pages. 

The  e-book  reader  market  is  expected  to  get  more  heated.  Sam¬ 
sung  unveiled  its  own  reader  in  South  Korea  and  says  it  will  expand  to 
other  markets,  Meanwhile,  Barnes  &  Noble  is  partnering  with  Plastic 
Logic  to  deliver  a  device  early  next  year.  BusinessWeek 

U.S.  Government  Denied  Web  Subscriber  Data 

The  U.S.  Commerce  Department  says  companies  such  as  Verizon  and 
Comcast  don't  have  to  share  how  much  money  they  make  from  each 
Internet  subscriber  or  how  fast  their  connections  typically  run.  The 
info  was  requested  for  a  government  program  to  map  broadband  use 
in  homes  and  bring  high-speed  Internet  service  to  more  people. 

Instead,  telecommunication  companies  will  provide  data  by  the 
block  and  share  the  speed  of  Internet  service  that  they  advertise. 
Companies  do  not  want  to  share  the  specific  data  because  they  do  not 
want  their  competitors  to  see  it.  Failing  to  make  it  public  allows  the 
companies  to  advertise-and  charge  for-something  that  they  often 
cannot  deliver,  says  Consumers  Union,  a  watchdog  group.  Reuters 
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Unifiedsomethingoranother 


There  seems  to  be  a  lot  of  fuss  created  just  by  wrapping  a  term  like  "unified  communications"  around 
established  technologies  like  conferencing,  instant  messaging,  voicemail  and  email.  Then  you're  told  it's 
a  must-have,  new  solution  to  increase  your  "productivity." 


How  about  a  hard  ROI  UC  story?  We've  got  one.  It  happens  when  you  take  communications  technology 
like  presence,  routing,  queuing,  and  recording  and  use  it  to  automate  current  business  processes. 

Processing  time  is  reduced  and  errors  are  eliminated.  It's  what  we  call 
Communications-Based  Process  Automation  (CBPA). 


Deliberately  Innovative 


www.inin.com 


Read  more  about  our  communications-based  process  automation  in  the 
whitepaper,  "A  New  Approach  to  Business  Process  Automation" 

Download  it  at  www.inin.com/whitepapers 
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books,  blogs  and  the 
latest  research  about  IT, 
management  and  leadership 


IT  Savvy 

What  Top  Executives  Must  Know  to  Go  from  Pain  to  Gain 

By  Peter  Weill  and  Jeanne  W.  Ross 

Weill  and  Ross,  chairman  and  director,  respectively,  of  MIT  Sloan  School 
of  Management’s  Center  for  Information  Systems  Research,  have  studied 
more  than  1,800  companies  in  more  than  60  countries  and  document 
the  steps  corporate  leaders  can  take  to  make  their  companies  IT  savvy. 
Read  how  the  biggest  corporate  names— from  UPS  to  Swiss  Re— fixed 
how  they  manage  and  use  IT,  built  a  digitized  platform  and  exploited 
it  to  grow  profits.  Harvard  Business  Press,  2009,  $29.95 


IT,  Web  2.0  and  Social  Media  Ramblings 

By  Steve  Francia 

BLOG  Is  spam  seeping  into  your  Twitter  feed?  Miss  the 
days  when  eBay  was  about  people  selling  to  other  people, 
instead  of  businesses  listing  hundreds  of  items  no  one 
bids  on?  Francia,  CIO  at  Portero.com,  a  website  that  sells 
used  but  authenticated  luxury  items,  has  plenty  of  ideas 
about  how  to  refine  some  of  the  Web’s  coolest  technolo¬ 
gies  for  better  business  use.  He’s  also  opinionated  about 
RIM,  Apple,  scalability  and  offline  shopping.  Good  read¬ 
ing.  www.spfl3.com 

Leadership  Lessons  for  Hard  Times 

By  Michael  Patsolos-Fox 

REPORT  Want  to  know  what’s  on  your  CEO’s  mind 
during  this  recession?  Read  these  interviews  with  14 
leading  CEOs  from  companies  including  Tyco,  Northrup 
Grumman,  AutoNation  and  Macy’s.  In  this  easy-to-read 
paper,  they  describe  how  their  management  styles  have 
changed,  right  up  to  how  they  interact  with  their  boards. 
You’ll  feel  like  a  fly  on  the  wall;  refreshingly,  there’s  no 
attempt  to  wrap  the  chiefs’  various  views  into  rigid  max¬ 
ims.  www.mckinseyquarterly.com/Organization/Talent/ 
Leadership_lessons_for_hard_times_2413 

GoV-Log 

By  Government  Technology  Blogs  editors 

BLOG  The  warm  fuzzies  from  President  Obama’s  first 
days  had  us  thinking  we’d  all  be  Tweeting  our  way  to  a 


more  democratic  government.  And  maybe  one  day  we 
will.  But  in  a  recent  post,  GovTech  editors  quote  White 
House  official  Dr.  Beth  Noveck’s  recent  discussion  of  how 
hard  it  is  to  turn  social  networking  noise  into  real  collab¬ 
oration  that  results  in  real  solutions  to  real  problems.  So 
far,  social  networkers  are  doing  plenty  of  collaborating, 
but  there’s  no  mechanism  for  leaders— of  governments  or 
companies— to  collect  and  exploit  the  solutions  that  sally 
forth  from  the  hive  mind.  Hop  to  it,  CIOs! 
www.govtechblogs.com/govlog 

Celebrating  Failure 

The  Power  of  Taking  Risks,  Making 
Mistakes  and  Thinking  Big 

By  Ralph  Heath 

BOOK  From  an  early  arrest  for  pyromania  to  late-career 
setbacks,  Ralph  Heath,  former  president  of  ad  agency 
Ovation  Marketing,  logged  plenty  of  failures  in  his  life — 
and  thrived  because  of  it,  he  says.  Heath  discusses  how 
admitting,  studying  and  rewarding  failure  helped  him 
turn  his  tiny  LaCrosse,  Wis.,  firm  into  a  big  player  with 
Fortune  50  clients.  Fun  nuggets  include  the  tale  of  how 
his  number-one  client  fired  him— and  then  invited  him  to 
attend  its  new  ad  agency’s  meeting  to  “see  first-hand  how 
the  big  boys  do  it.”  Career  Press,  2009,  $14.99 


Compiled  by  Joan  Indiana  Rigdon.  Tell  us  what  you're  reading.  Go 
to  advice.cio.com/blogs/the_techie_readingJist  or  write  to 
letters@cio.com. 
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Join  your  peers  on  the  CIO  Executive  Council 

The  Council  is  exclusively  comprised  of  Senior  IT  Executives 
uniting  forces— creating  the  most  unbiased  and  reality-tested 
peer-advisory  resource  in  the  profession. 


dvisors  of  strategy 
iaders  of  the  technology  world 


fluencers  of  innovation 

litated  virtual  and  face-to-face  meetings  comprised 
executives  from  over  500  companies  worldwide 
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Sessions 
Presented  By: 


A  Commitment  to  Excellence 

A  New  Era  In  Collaboration 

World-Class  Education  with 
Real  World  Application 


Boston  University  Scholars: 

N.  Venkat  Venkatraman 

and 

John  C.  Henderson 

and  other  distinguished  faculty 


Get  the  CIO  Pocket  MBA  Advantage 


•  Curriculum  developed  and  presented  by  world-renowned  thought 
leaders  from  Boston  University  and  in  cooperation  with  CIO  magazine 

•  Learn  best  practices  from  top  global  companies — learn  from  their 
successes  in  creating  value  through  information  systems 

•  Identify,  weigh  and  communicate  the  strategic  competitive 
advantages  shaping  information  technology  today 

•  Maximize  your  organization's  current  assets  of 
information  systems 

Topics  to  include: 

•  The  New  Era:  Opportunities  and  Challenges 

•  Implementation:  Building  a  Strategy  for  Getting  Things  Done 

•  Business  Finance:  Analysis  of  Financial 
Statements  and  Capital  Budgeting 


Register  now  as  space  is  limited! 

management.bu.edu/exec/elc/cio 
Or  contact  us  directly  at: 

Phone:617-353-4248 
Email:  elc@management.bu.edu 

The  early  registration  discount  rate  for  this  program  is  $4,245 
if  you  register  before  September  18th.  After  September  18th  the 
registration  rate  for  this  course  is  $4,995. 

Boston  University  Executive  Leadership  Center 
595  Commonwealth  Avenue 
Boston,  MA  02215 

Accommodations: 

Hotel  Commonwealth 
500  Commonwealth  Avenue 
Boston,  MA  02215 
866-784-4000 


•  Accessing  the  Strategic  Landscape 

•  Managing  Disruption  and  Change 

•  Innovation  at  the  Edge:  The  New  Rules  of  the  Game 

•  Leading  Change  and  Transformation 


BUSINESS  TECHNOLOGY  LEADERSHIP 


www.cio.com/executive-programs 


Fresh  Catch 

Web  auctions  net  lost  customers  for  fish  exchange  by  kim  s.  nash 


The  Portland  Fish  Exchange  has  spent  $300,000  to  $400,000  on  IT  in  the  past  few  years 
preparing  for  just  these  times. 

Demand  for  seafood  is  almost  always  high;  who  doesn’t  like  roasted  monkfish  tails  or  fresh 
grilled  pollock?  But  the  economy  has,  shall  we  say,  eaten  into  consumers’  dining-out  budgets.  Plus, 
commercial  fishing  is  a  complex,  expensive  endeavor.  Regulations  to  protect  sea  populations  have 
made  the  market  more  competitive  than  ever.  The  pool  of  fish-buying  wholesalers  in  any  one  region 
is  limited,  so  losing  even  one  customer  can  hurt.  The  exchange,  owned  by  the  city  of  Portland,  Maine, 
had  lost  a  handful  as  the  economy  soured. 

But  now  the  exchange  has  honed  a  bar-coding  and  online  auction  system  that  Bert  Jongerden,  the 
general  manager,  says  has  “saved  administrative  overhead  and  created  the  opportunity  for  buyers 
to  source  fish  from  us.”  Bar  codes  and  online  auctions  aren’t  new,  Jongerden  admits,  but  he  has  been 
able  to  eliminate  three  jobs  (saving  up  to  $80,000  a  year)  and  win  back  lost  customers.  ►  ►  ► 


T  M  I  I 


. *11%  Single  family  home  sales  in  June  us  Dept  of  Commerce  . 87%  Workers  interested 

in  telecommuting  Kelly  Services . 79%  Online  retailers  focused  on  improving  checkout  Forrester  Research 
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Recession  Busters 


Sixty-nine  percent  of  American  adults  have  searched  online  for 
information  to  help  them  cope  with  the  economy 

Economic  information  that  people  sought  online: 

67% 

Coupons  40°/o 

Tips  for  spending  less  27% 

Howto  earn  more  27% 

SOURCE;  Pew  Internet  &  American  Life  Project  July  2009 


Lowest  cost  for  an  item 

Job  information  41% 


Creating  more  opportunity  for  customers  to 
buy  was  key  to  Jongerden’s  decision  to  invest  in 
IT  in  good  times,  he  says.  The  exchange  antici¬ 
pated  fewer  boat  landings  because  of  stricter 
fishing  regulations;  indeed,  the  exchange 
now  handles  about  9  million  pounds  of  fish 
per  year— up  to  half  the  average  volume  of  a 
decade  ago.  Making  life  easier  for  customers 
keeps  revenue  up,  he  says. 

SeaTrak,  a  warehouse  management  sys¬ 
tem  built  with  Progress  Software’s  application 
development  tools  and  customized  by  devel¬ 
oper  DC  Systems,  lets  exchange  staff  assign 
bar  codes  to  totes  of  fresh-caught  cod,  pollock, 
monkfish  and  hake  right  on  the  docks.  A  PC 
on  the  dock  prints  labels  with  information  about  a  fish’s  species 
and  weight,  date  landed  and  the  boat  that  brought  it  in. 

Before  the  exchange  began  testing  the  system  in  2006,  one 
employee  was  dedicated  to  writing  paper  tags  to  stick  on  boxes  as 
others  sorted  and  weighed  the  fish  that  arrived  each  morning.  A 
second  employee  keyed  in  the  data  after  the  daily  auction  ended. 
Both  those  positions  have  been  eliminated  and  so  have  most  data 
entry  mistakes.  Computerized  bar  codes  mean  exchange  staff  are 
no  longer  dealing  with  “paper  that’s  soggy  and  covered  with  goo  all 
the  time,”  Jongerden  says.  Gone,  too,  is  the  job  of  auctioneer. 

Through  a  virtual  private  network,  seafood  processors, 
wholesalers  and  others  on  the  Eastern  seaboard  log  in  to  the 
exchange’s  Web-based  auction  system  to  bid.  That  technology, 
too,  is  basic:  lists  of  lots  offered,  grades  and  weights,  prices  asked 
and  bidders.  No  video  or  images.  “Everyone  knows  what  a  pol¬ 
lock  looks  like,”  Jongerden  says. 

Additional  revenue  is  coming  in.  When  the  exchange  was  doing 
only  in-person  auctions,  some  buyers  in  New  York  and  even  Boston 
eventually  found  it  too  costly  to  trek  to  Maine  to  buy  fish,  he  says. 
That  depressed  prices.  Since  the  Web  auctions  became  available, 
three  or  four  customers  have  returned  and  a  number  of  customers 
have  increased  purchasing,  he  says,  and  prices  are  up. 

Unlike  shellfish,  fish  like  those  auctioned  at  the  Portland  Fish 
Exchange  aren’t  subject  to  many  federal  requirements  for  trace- 
ability  data  to  use  during  a  recall.  But  Jongerden  figures  that  day 
will  come  and,  because  of  the  bar  code  data  he  already  collects, 
the  exchange  will  be  ready.  Bar  codes  and  online  auctions,  he 
says,  “equate  to  productivity  on  the  pier.” 


Senior  Editor  Kim  S.  Nash  can  be  reached  at  knash@cio.com.  Follow  her 
on  Twitter:  www.twitter.com/knash99. 


The  Price  Isn’t 
Quite  Right 

When  the  economic  meltdown  began  and  cor¬ 
porate  IT  budgets  went  under  the  knife,  tech 
vendors  quickly  reevaluated  their  marketing 
messages  and  sales  tactics.  As  a  result,  dur¬ 
ing  the  first  months  of  2009,  "many  technol¬ 
ogy  companies  operated  in  a  general  state  of 
confusion,"  notes  Forrester  Research  analyst 
Chris  Andrews,  in  a  report.  Price,  conven¬ 
tional  wisdom  held,  would  now  be  king,  as 
companies  cut  back  on  nonessential 
IT  spending. 

As  it  turns  out,  that  hasn't  exactly  been 
the  case.  Technology  buyers  have  not  cut 
back  on  any  noncore  spending.  But  Andrews 
writes  that  despite  the  macroeconomic  chal¬ 
lenges,  "technology  vendors  remain  aggres¬ 
sive  about  innovation,  growth  and  their 
ability  to  provide  new  solutions." 

The  Forrester  survey  probed  its  base  about 
specific  marketing  and  sales  tactics  used  by 
today's  vendors.  The  responses  showed  ven¬ 
dors  weren't  cutting  prices  to  win  business, 
or  using  price  as  a  main  component  of  their 
marketing  and  sales  strategies.  Pushing  value 
propositions,  flexibility  and  innovation  (even 
when  customers  don't  actually  need  it)  are 
much  more  attractive  to  them. 

-Thomas  Wailgum 
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www.cio.com  SEPTEMBER  1,  2009 


grow 


earlyADOPTERS 


MANOR,  TEXAS 


Harnessing  the  Mobile  Web 

BY  KRISTIN  BURNHAM 


THE  PROJECT  ::  Deploy  quick  response  (QR)  codes  to 
the  town  of  Manor,  Texas  (population  5,800),  beginning 
with  public  records  and  expanding  to  historical  sites, 
municipal  buildings  and  police  vehicles.  QR  codes  are  a 
type  of  bar  code  that  can  be  read  by  an  application  avail¬ 
able  for  download  to  most  camera-equipped  cell  phones. 
Users  scan  the  code,  launching  a  webpage  where  they 
can  learn  more  about  the  tagged  item. 

THE  BUSINESS  CASE  ::  When  Dustin  Haisler  was 
appointed  Manor’s  first  CIO  two  years  ago,  he  created  a 
list  of  modernization  projects.  First:  Deploy  a  server.  Sec¬ 
ond:  Organize  more  than  SOO  boxes  of  data  that  included 
municipal  court  judgements,  police  and  utility  records  and 
building  permits.  To  search  for  specific  documents,  town 
employees  relied  on  handwritten  labels  on  the  outside  of 
each  box  that  listed  its  contents.  The  process  was  time  con¬ 
suming  and  disorganized— especially  painstaking  during 
audit  season,  Haisler  says. 

Haisler’s  annual  IT  budget  of  less  than  $100,000 
required  him  to  get  creative.  He  began  by  researching  inex¬ 
pensive  document  management  solutions  and  discovered 
how  QR  codes  were  being  used  in  Europe,  China  and  Aus¬ 
tralia.  There,  applications  to  read  the  codes  come  standard 
on  mobile  phones.  And  the  best  part,  Haisler  learned,  was 
that  QR  codes  are  nearly  free.  The  only  costs  come  from 
printing  them  on  cardboard  or  stickers.  “I  realized  that  QR 
codes  could  not  only  be  used  in  filing  but,  more  importantly, 
in  economic  development,”  he  says. 

FIRST  STEPS  ::  Some  mobile  vendors  provide  QR-code 
generators  for  free  online:  Haisler  chose  Touchatag  from 
Alcatel-Lucent. 


Haisler  tagged  about  a  quarter  of  the  boxes  (they  later 
implemented  a  document  management  solution),  then 
installed  a  code  reader  on  staff  members’  phones.  The 
reader  he  chose  (from  I-Nigma)  was  simple  to  use,  mak¬ 
ing  training  quick  and  easy,  he  says.  Haisler  then  extended 
the  QR  code  project  to  24  areas  around  town,  including  a 
newly  erected  water  tower,  historical  sites  and  police  cars, 
so  visitors  to  Manor  or  curious  residents  could  learn  more 
about  the  town. 

Each  code  links  to  a  website  containing  more  informa¬ 
tion,  such  as  how  much  money  the  water  tower  cost  to 
construct  and  how  many  gallons  it  holds.  By  sticking  QR 
codes  on  police  cars,  Haisler  says  that  eventually  he  hopes 
to  offer  residents  real-time  information.  If  someone  sees  a 
police  car  parked  somewhere,  they  could  scan  the  code  and 
learn  why  the  officer  is  there.  “We’re  working  on  that  to  add 
a  level  of  transparency  to  the  government,”  Haisler  says. 

WHAT  TO  WATCH  OUT  FOR  ::  Educating  users  is  essential. 
For  the  public  deployment,  Haisler  set  up  a  spot  in  town 
with  free  wireless  Internet  access  where  city  staff  could 
install  the  reader  app  on  residents'  phones  and  teach 
them  how  to  use  it.  He  also  had  tips  and  codes  printed 
in  the  local  newspaper  so  residents  could  experiment. 
Monitoring  usage  statistics  such  as  how  many  people 
have  scanned  the  codes  and  which  devices  they  used 
is  important  for  understanding  how  the  technology  is 
catching  on.  With  the  codes  he  placed  in  the  newspaper, 
Haisler  was  able  to  track  how  many  were  being  scanned, 
thus  gauging  the  success  of  his  education  strategy. 


Associate  Editor  Kristin  Burnham  can  be  reached  at  kburnham@ 
cio.com.  Follow  her  on  Twitter:  www.twitter.com/kmburnham. 
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Manage  Storage  Smarter 

CIOs  who  want  to  get  ahead  of  server  and  storage 
growth  should  look  at  deduplication. 

Jeffrey  Barnett 

SENIOR  STORAGE  ARCHTECT,  FORSYTHE 

Jeff  Barnett  has  been  in  the  IT  infrastructure  field  for  more  than  18  years. 
He  offers  experience  in  information  technology  requirements  definition, 
infrastructure  analysis,  architecture,  design,  and  implementation  of  robust 
IT  solutions. 


Jeff  Barnett,  senior  storage  architect  at 
Forsythe,  supports  deduplication— the 
elimination  of  duplicate  or  redundant 
inf  ormation— as  the  surest  way  to  man¬ 
age  server  and  storage  growth  before  it 
cripples  the  infrastructure.  Deduplica¬ 
tion  can  offer  CIOs  lower  costs,  improved 
system  performance  and  reduced  risk. 

What  do  enterprises  need  to  watch 
for  as  they  virtualize  it? 

Many  organizations  have  achieved  capital 
and  operating  cost  savings  by  allocat¬ 
ing  underutilized  server  and  desktop 
environments  through  virtualization.  Vir¬ 
tualization  has  allowed  them  to  achieve 
cost  savings  for  power,  cooling  and 


management— but  often  leads  to  virtual 
server  and  storage  ‘sprawl’.  This  sprawl  is 
a  proliferation  of  virtual  machines  that 
significantly  increases  storage  require¬ 
ments  and  costs. 

Why  is  deduplication  important? 

As  virtualization  increases,  the  scale  with 
which  some  enterprises  deploy  virtual 
servers  and  desktops  creates  additional 
data  storage  capacity  issues.  Where  data 
redundancy  exists,  duplicate  files  are  dis¬ 
tributed,  stored,  backed  up  and  replicated 
multiple  times,  causing  data  storage  capac¬ 
ity  to  run  out  faster.  Storage  deduplication 
technology  is  one  method  for  IT  organiza¬ 
tions  to  control  server  and  storage  sprawl- 
allowing  them  to  cut  costs,  maintain  leaner 
operations  and  reduce  risk  as  their  virtual 
infrastructure  evolves. 


What  should  CIOs  consider  when  it 
comes  to  deduplication  solutions? 

The  challenge  that  CIOs  face  is  decid¬ 
ing  where,  from  an  infrastructure 
standpoint,  to  deduplicate  data.  We 
recommend  starting  with  primary 
production  storage  volumes  because  this 
is  the  source  of  data  for  storage  opera¬ 
tions.  Once  data  is  created  and  stored, 
it  exponentially  increases  in  volume. 

It’s  easier  to  prevent  server  and  storage 
sprawl  where  it  begins  than  to  resolve  it 
later  in  the  data  lifecycle.  Also,  there  are 
considerations  like  cost,  performance 
and  scalability  that  should  be  evaluated 
based  on  an  organization's  specific  busi¬ 
ness  requirements. 


What  business  benefits  can  CIOs 
expect  from  deduplication? 

Deduplication  is  a  proven  technology, 
available  from  leading  manufacturers  like 
NetApp,  that  enables  better  storage  utiliza¬ 
tion  and  faster  provisioning.  For  starters, 
there  is  less  data  to  store,  so  [there  is]  less 
to  physically  manage— not  to  mention  low¬ 
er  media  and  network  bandwidth  costs. 
Deduplication  also  reduces  risk  because 
the  number  of  files  to  manage  and  backup 
or  replicate  for  disaster  recovery  drops 
considerably.  It  minimizes  operational 
complexity  for  reduced  backup  windows 
and  improved  recovery  times. 

How  can  Forsythe  help? 

Virtualization  has  clear  benefits,  but 
deploying  virtualization  does’t  automati¬ 
cally  translate  into  significant  improve¬ 


ments  in  infrastructure  performance, 
manageability  or  cost  structures  unless  a 
methodical  approach  is  applied.  Creat¬ 
ing  an  optimized  virtual  IT  environment 
requires  comprehensive  evaluation 
around  infrastructure:  storage,  network 
and  applications. 

Forsythe  uses  proven,  repeatable  meth¬ 
odologies  that  model  a  business’s  unique 
environment,  focusing  on  direct  busi¬ 
ness  outcomes  and  revealing  cost  savings 
opportunities  that  might  not  otherwise 
come  to  light.  We  begin  by  helping  CIOs 
understand  how  much  data  they  have 
and  by  calculating  their  allocation  vs. 
utilization  ratios.  Then,  we  conduct  a 
thorough  evaluation  of  deduplication 
solutions  focused  on  that  organization’s 
specific  requirements.  Forsythe  also  of¬ 
fers  proof-of-concept  testing  in  its  state- 
of-the-art  lab— enabling  an  organization 
to  try  solutions  before  making  major 
storage  infrastructure  investments. 


FOR  MORE  INFORMATION: 

Check  out  "Storage  Sprawl  Rears  Its  Ugly 
Head"  at  www.cio.com/whitepapers/ 
forsythe/storage  and  "Out-of-Control  Stor¬ 
age:  The  TCO  of  Data  Deduplication"  at 
www.cio.com/webcasts/forsythe/dedup 
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Virtualization  has  clear  benefits,  but  deploying 
it  doesn’t  automatically  translate  into  significant 
improvements. 


grow 


THE  TOP  LINE  INTERVIEW  ::  Harvey  Koeppel 


Don't  Miss  the  Recovery 


Watch  the  market  and  your  customers  to  catch  the  upswing, 
says  the  executive  director  of  the  Center  for  CIO  Leadership 
and  a  former  Citigroup  Global  ConsumerGroup  CIO 


What  can  CIOs  do  to 
make  sure  companies 
don't  miss  the  first 
signs  of  a  turnaround? 

First  recognize  the 
opportunity  to  engage 
with  CFOs  and  CEOs  in 
more  strategic  conversa¬ 
tions.  Then  there  are  two 
areas  to  watch.  Indicators 
that  get  at  the  health  of 
your  particular  company: 
total  capitalization,  stock 
price,  operating  leverage, 
overall  revenue,  customer 
growth  and  market  share, 
Those  all  have  interesting 


implications  for  project 
work.  On  the  external 
side,  stock  markets,  the 
DJIA,  Nasdaq  and  the 
Consumer  Price  Index. 

A  big  one  is  merger  and 
acquisition  activity. 
Another  leading  indica¬ 
tor  is  tech  stocks.  The 
fortunes  of  tech  vendors 
represent  the  purchasing 
power  and  capital  invest¬ 
ing  of  companies, 

What  IT  projects 
should  be  cut  with  a 
scalpel  so  CIOs  don't 


inadvertently  hobble 
their  company? 

Shore  up  the  IT  founda¬ 
tion  and  simplify.  That 
means  virtualization, 
shared  infrastructure 
and  business  processes. 
Streamlining  has  an 
impact  on  shorter  time  to 
market  and  better  sales, 
with  a  cascading  effect 
on  costs. 

What  technology  can 
help  spot  indicators  of 
an  upturn? 

Some  use  of  social  media 


to  monitor  customer  con- 
versations-on  Twitter, 
for  example-and  then  do 
analytics  on  that  data. 

A  major  software 
provider  used  a  social 
media  platform  to  offer 
a  $10,000  bounty  to 
the  customer  who  could 
offer  the  most  innovative 
change  to  a  business  pro¬ 
cess  using  its  software. 
The  company  awarded 
the  prize  and  created 
goodwill  and  got  thou¬ 
sands  of  ideas. 

-Kim  5.  Nash 


NEWMARKETS 

Banking 
on  Gen  Y 

Online  tools  for  saving 
money  and  paying 
bills  are  tailored  for 
young  customers 


Who  is  doing  it:  PNC  Financial  Services-a  2009  CIO  100  honoree-is  targeting 
18-  to  24-year-olds  with  its  Virtual  Wallet,  a  mobile  and  online  banking  service  that 
is  designed  for  people  who  are  setting  up  their  first  bank  accounts.  Since  the  service 
launched  in  August  2008,  PNC  is  averaging  200  new  accounts  per  day,  says  Michael 
Ley,  vice  president  at  PNC. 

How  it  works:  Customers  sign  up  online  to  get  three  bank  accounts:  a  spending 
account  for  everyday  use,  a  reserve  account  for  short-term  savings  and  overdraft 
protection  and  a  higher  yield  growth  account.  Users  can  access  a  calendar  that 
shows  pay  days  and  bill  due  dates.  A  "danger  day"  indicator  pops  up  to  warn  custom¬ 
ers  if  they  risk  overdrawing  an  account.  Sliding  an  icon  along  a  bar  lets  users  drag 
money  from  one  account  into  another,  making  it  easy  to  manage  balances.  A  stu¬ 
dent  version  enables  users  to  send  notes  to  their  parents  about  their  finances. 

Growth  potential:  PNC  may  add  features  such  as  community  tools  so  that  users 
can  share  savings  tips  or  learn  about  budgeting.  While  it  competes  with  Mint  and 
Wesabe-two  online  services  that  let  people  track  their  spending  and  manage 
their  money-PNC  is  one  of  the  few  banks  that  has  implemented  its  own  personal 
financial  management  tool,  says  Nicole  Sturgill,  research  director  at  Tower  Group. 
"Because  of  the  success  of  Virtual  Wallet,  Mint,  Wesabe  and  others,  we  are  going  to 
see  a  number  of  implementations  coming  next  year,"  she  says.  -Nancy  Gohring 
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Real  time 
collaboration 

Enterprise  2.0  activity  streams  and  microblogging 


How  efficient  is  your  Enterprise  2.0  intranet?  How 
often  are  your  employees  collaborating  with  each 
other?  Enabled  by  dynamic  social  networking,  Web 
2.0  and  document  sharing  technology,  intranets 
have  become  collaborative  environments  where 
employees  communicate  across  departments  on 
projects,  business  issues  and  new  ideas.  Working 
together  in  virtual  spaces  like  these  has  reduced 
siloing  of  information  and  resources,  making  project 
development  more  efficient  and  more  effective. 

No  longer  locked  into  their  department  or  role, 
colleagues  are  collaborating,  but  participation  is 
dependent  on  when  and  how  they  find  out  that  the 
opportunity  is  available.  When  more  immediate 
and  more  efficient  collaboration  is  necessary,  the 
communication  that  powers  it  needs  to  happen  in 
real  time.  The  technology  that  can  drive  this  forward 
on  Enterprise  2.0  intranets  is  already  available 
and  in  widespread  use.  Twitter  and  Facebook  both 
offer  real  time  updates  and  responses  and  this 
technology  needs  to  be  adopted  into  Enterprise  2.0 
environments. 

Putting  Twitter  and  Facebook  in  context 

Real  time  collaboration  is  all  about  connecting 
individuals  to  each  other  and  to  resources  as  people 
take  action,  not  after  they  do.  “Social  messaging,” 
like  Facebook’s  activity  streams  and  Twitter’s 
microblogs,  allows  people  to  not  only  discover 
content  through  people,  but  also  to  find  out  about 
colleagues  who  are  relevant  to  their  own  work 
through  the  information  on  which  they  are  working. 
Adding  microblogging  and  activity  streams  to 
Enterprise  2.0  environments  makes  activity  across 
your  company  more  noticeable  and  alerts  colleagues 
to  how  they  can  contribute.  By  enabling  this 
participation  to  occur  in  real  time,  stakeholders  and 
people  with  subject  area  expertise  and  relevant  ideas 
can  contribute  early  on  to  the  success  of  a  project, 
mitigating  risk. 


Question  and  answer  “sessions”  can  be  conducted 
without  interruptions  through  social  messaging. 
The  ability  to  respond  directly  to  a  post  keeps  the 
conversation  in  context  of  not  only  the  subject,  but 
the  time  it  is  happening  as  well.  With  notification 
filters  actively  in  place,  viewing  these  streams  of 
content  can  be  controlled  and  separated  in  terms 
of  their  context:  colleagues,  groups,  projects  and 
searches  can  all  populate  their  own  streams  of 
information  so  that  collaborating  employees  can 
“see”  what  is  going  on  in  terms  of  what  it  means  to 
them. 

Increased  collaboration,  increased  adoption 

Unlike  other  social  media  technology  that  is 
already  benefiting  intranets,  activity  streams  have  a 
low  barrier  of  entry  for  employees.  Blogs,  threaded 
discussions,  forums,  wikis  and  more  all  require  a 
certain  level  of  investment.  Microblogging  (as  the 
name  implies)  engages  less  consciously  active 
employees  by  automating  their  participation  in 
activity  streams  and  keeping  their  status  updates 
short  and  to  the  point.  This  efficiently  increases 
user  adoption  of  an  intranet.  Low  commitment 
participation  that  has  high  yield  communication 
will  produce  more  participation  and  collaboration  in 
Enterprise  2.0  environments. 

Real  time  contextual  collaboration  via  social 
messaging  has  the  potential  to  engage  entire 
workforces  at  all  levels.  From  those  that  are  already 
actively  participating  to  those  who  are  not  sure  how 
to  get  started,  activity  streams  and  microblogging  are 
able  to  increase  the  amount  of  effective  collaboration 
in  a  meaningful  and  measurable  way. 

For  more  information,  visit:  resources.ektron.com 


Bill  Rogers 

EKTRON  FOUNDER  &  CEO 

Rogers  has  sparked  a  revolution  in 
the  way  organizations  create  and 
manage  Web  sites.  He  has  led  the 
way  with  innovative  technology, 
pioneering  collaborative  social 
networking  environments  and  rich, 
interactive  online  experiences.  His 
forward-thinking  vision  for  Web 
site  technology  aligns  Ektron’s 
engineering  innovations  perfectly 
with  the  needs  of  global  businesses. 
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Let's  be  smart  about  data  protection. 


You  can  keep  your  critical  business  data  safe  and  sound. 
And  who  better  to  help  than  the  highly  trained  security 
specialists  at  CDW?  We  have  the  software  and  advice  you  need 

to  help  you  hold  viruses  and  unauthorized  users  at  bay. 
We  can  help  you  protect  IT  at  every  level. 

Let's  keep  data  from  being  compromised. 

Let's  get  going. 


SYMANTEC™  ENDPOINT  PROTECTION 

Symantec 

100-249  user  license  with 
1-year  Essential  Support1 
$32.99  CDW  1314200 


SYMANTEC  NETWORK  ACCESS 
CONTROL  11.0 

Symantec, 

1 00-249  user  license  with 
1-year  Essential  Support1 
$19.99  CDW  1317198 


SYMANTEC  PROTECTION  SUITE 
ENTERPRISE  EDITION 

Symantec. 

100-249  user  license  with 
1-year  Essential  Support1 
$56.99  CDW  1732735 


Find  out  everything  you  need  to  know  about  client  security  from  CDW. 

CDW.com  1 800.399.4CDW 


’  Essential  Support  includes  24x7  technical  phone  support  and  upgrade  insurance;  call  your  CDW  account  manager  for  details.  Offer  subject  to  CDW's  standard  terms 
and  conditions  of  sale,  available  at  CDW.com.  ©2009  CDW  Corporation 


The  Right  Technology.  Right  Away.* 


ILLUSTRATION  BY  J.D.  KING 


leadership  and 
operational  excellence 


Saving  all  that  data  can  cost  you.  Here's  how  to  get  a  handle  on 
how  much  storage  you  really  need,  by  Stephen  lawson 

You  probably  know  your  company  shouldn’t  save  every  bit  of  data.  Given  regulatory  requirements 
and  the  role  that  electronic  records  play  in  lawsuits,  some  enterprises  save  everything  just  to  be 
safe.  Yet,  “more  companies  are  sensitive  to  the  fact  that  we  can’t  just  keep  throwing  storage  at  the 
issue,”  says  IDC  analyst  Rick  Villars. 

Storage  is  cheap,  but  it  adds  up.  IDC,  a  sister  company  to  CIO,  found  a  27  percent  drop  in  the  cost 
of  disk  storage  between  2007  and  2008.  Nevertheless,  worldwide  spending  on  storage  reached  $80 
billion  last  year.  Furthermore,  if  your  company  gets  sued,  or  even  called  as  a  witness,  experts  say 
it  can  cost  millions  to  identify  needed  documents— $250  to  $600  per  hour  for  the  work  and  $150 
to  $1,900  per  gigabyte  for  the  software. 

It’s  better  to  figure  out  what  you  really  need  to  save  (there’s  software  to  help)  and  buy  only  the 
storage  you  need,  says  Enterprise  Strategy  Group  analyst  Brian  Babineau.  ►  ► 


23 


www.cio.com  SEPTEMBER  1,  2009 


practice  made  perfect 


What  You  Keep  and  Why 

Tucson  Electric  Power  (TEP)  has  procedures  to 
carry  out  data  retention  policies  set  by  its  legal 
department.  This  helps  the  utility  company  con¬ 
tain  its  need  for  storage— currently  200TB  and 
increasing,  says  Chris  Rima,  supervisor  of  infra¬ 
structure  systems. 

For  starters,  TEP  doesn’t  mix  backup  with 
archiving.  Analysts  say  this  practice  is  critical 
because  combining  the  two— saving  temporary 
records  along  with  files  that  must  be  kept  for  years— 
wastes  capacity.  TEP  backs  up  30  days  of  data  for 
disaster  recovery,  while  separately  archiving  e-mail 
and  some  other  files  for  seven  years. 

Separated  from  backup  and  done  with  spe¬ 
cialized  tools,  the  archiving  process  runs  more 
smoothly,  Babineau  says.  Vendors  offer  applica¬ 
tions  that  analyze  data  for  backup  and  archiving 
based  on  corporate  retention  policies.  TEP  uses  its 
own  custom  software. 

Addressing  e-discovery— the  practice  of  col¬ 
lecting  electronic  evidence— is  tougher.  As  soon 
as  a  company  can  reasonably  anticipate  it  will  be 
sued,  it  has  to  hold  on  to  any  records  related  to  the 
allegations,  says  Wendy  Curtis,  special  counsel  for 
e-discovery  at  Orrick,  Herrington  &  Sutcliffe.  You 
have  to  be  able  to  separate  those  from  the  rest  of 
the  data  you  routinely  purge. 

For  about  six  months,  TEP  has  used  Symantec’s 
Discovery  Accelerator  software  to  analyze  e-mail 
for  e-discovery  and  is  now  expanding  its  use  to  all 
unstructured  data  in  its  network-based  storage. 
TEP  is  also  incorporating  e-mail  from  user-created 
Exchange  folders  on  PCs  into  corporate  network 
storage,  banning  the  use  of  Exchange  folders  to 
make  e-mail  retention  consistent,  Rima  says. 

Having  good  backup,  retention  and  e-discovery 
strategies  helps  TEP  know  how  much  storage  it 
needs.  Once  an  enterprise  has  these  rules  and 
mechanisms  worked  out,  it  can  begin  investigating 
products,  says  Ovum  analyst  Tim  Stammers. 

Stammers  suggests  a  strategy  involving  data 
deduplication,  which  takes  common  elements  of 
documents  that  have  many  copies  and  saves  them 
once  to  cut  the  amount  of  storage  capacity  you 
need.  Storing  data  in  the  cloud,  through  services 
offered  by  such  vendors  as  Amazon.com  and  Nir- 
vanix,  may  also  be  more  economical  because  you 
won’t  need  in-house  staff  to  manage  the  systems. 


Procter  &  Gamble's 
Social  Enterprise 

BY  RICK  SWANBORG 


Traditional  collaboration  technologies  like 
e-mail  and  instant  messaging  tend  to  reinforce 
communication  between  employees  with  strong 
ties-colleagues  who  work  closely  together. 
Procter  &  Gamble  (P&G)  is  expanding  its  vision  for 
collaboration,  incorporating  Web  2.0  tools  into  a  single  platform 
to  unlock  weak  and  potential  ties-employees  with  common 
goals  or  interests  who  have  little  to  no  contact. 

The  Situation:  With  more  than  138,000  employees  in  160- 
plus  countries,  there  are  countless  opportunities-and  as  many 
hurdles-for  P&G  to  connect  ideas  and  expertise.  Through  its 
Global  Business  Services  group,  P&G  is  deploying  an  intranet 
that  allows  users  to  create  value  beyond  their  usual  circles. 

What  They  Did:  P&G  began  with  skunkworks  projects  under¬ 
taken  by  its  IT  innovation  group  and  IT  teams  supporting  R&D, 
marketing  and  other  business  functions.  Once  their  use  of  wikis, 
blogs  and  similar  tools  solidified,  P&G  selected  Telligent’s  online 
community  application  as  an  enterprise  Web  2.0  platform. 

The  platform,  called  PeopleConnect,  is  akin  to  Facebook,  with 
profiles  and  status  updates,  discussion  threads  and  activity 
feeds.  Employees  use  it  to  form  and  join  groups  and  to  interact 
through  blogs,  wikis,  forums  and  document  stores.  According  to 
Michael  Fulton,  P&G's  enterprise  architecture  capability  man¬ 
ager,  "Until  now,  wikis,  blogs,  podcasts-they  felt  like  the  place 
for  the  techno-elite.  This  platform  makes  it  easy  for  everyone 
to  participate."  Nearly  12,000  users  opted  in  before  there  was 
any  formal  marketing  of  the  platform. 


Why  It  Was  Unique:  P&G  is  deploying  the  tools  with  groups 
that  demand  them  and  integrating  them  with  the  ways  people 
work.  For  instance,  the  enterprise  search  tool,  where  P&G 
employees  go  first  for  information,  indexes  and  returns  Web  2.0 
content.  P&G  is  also  adopting  some  Web  2.0  development  and 
security  approaches  by  testing  through  use  (called  "the  per¬ 
petual  beta")  and  by  keeping  access  to  data  open  by  default. 


The  Takeaway:  Although  P&G  maintains  adoption  and  activ¬ 
ity  metrics  for  PeopleConnect,  these  tend  to  underestimate  its 
impact.  For  example,  using  PeopleConnect,  a  150-person,  geo¬ 
graphically  disbursed  workgroup  came  together  in  two  months 
rather  than  in  six  to  12.  "This  platform  drove  speed,  transpar¬ 
ency  and  a  desire  to  engage  with  the  change  previously  unseen 
at  P&G,"  observes  Fulton.  Stories  like  these  may  ultimately  tell 
more  about  the  benefits  of  Web  2.0  than  any  metric. 


Stephen  Lawson  is  senior  U.S.  correspondent  with  IDG 
News  Service. 


Rick  Swanborg  is  president  of  ICEX  and  a  professor  at  Boston 
University.  For  additional  case  studies,  visit  www.icex.com 
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Intel 
Premier 
IT  Knowledge 
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Our  Kids 

of  Miami -Dade/Monroe,  Inc 


APPLIED 

MATERIALS 


{ If}-  richrelevance 


Intel  and  CXO  Media  teamed  up  to  recognize  organizations  that  have 
led  the  way  with  best  practices  for  data  center  management  and 
client  fleet  management.  The  Intel  Premier  IT  Knowledge  Awards 
Program  spotlights  those  organizations  that  drive  innovation  to  make  a 
substantive  impact  on  their  business. 

Within  these  pages  you  will  find  profiles  of  this  year's  award 
winners:  Applied  Materials,  Our  Kids  of  Miami-Dade/Monroe,  Inc.,  and 
RichRelevance.  Read  on  to  find  out  how  these  companies  have  used 
Intel  technology  to  truly  make  a  difference. 

Keep  your  IT  expertise  up  to  date.  Join  Intel  Premier  IT  Professionals 
to  get  information  on  new  technologies  and  insight  into  how  you  can 
make  them  work  for  you.  Membership  is  free.  Visit  http://ipip.intel.com. 
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Client  Fleet  Management  Winner 
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Safeguarding 
Our  Children 
...One  Tool 
at  a  Time 


Our  Kids 


of  Miami-Dade/Monroe,  Inc. 


The  Challenge 

"Why  can  we  track  packages  around 
the  world,  but  not  our  children?"  That 
question  came  from  Florida's  governor 
when  five  year-old  Rilya  Wilson  went 
missing,  sparking  concern  around  the 
state's  system  for  tracking  abused  and 
abandoned  youths, 

Our  Kids  of  Miami-Dade/Monroe  Inc,  an 
agency  that  provides  privatized  foster 
care  and  adoption  services  for  more  than 
3,500  children,  rose  to  the  governor's 
challenge  by  applying  tried-and-true 
technology  in  a  very  meaningful  way.  For 
its  OK  Connect  project,  the  nonprofit  has 
received  the  Intel  Premier  IT  Knowl¬ 
edge  Award  in  the  Client  Fleet  Manage¬ 
ment  category, 

The  Solution 

The  project  called  for 
an  easy-to-replicate, 
two-device  solu¬ 
tion  that  was  FilPAA 
compliant  to  protect 
the  confidentiality 
of  the  children,  Case 
workers  were  given  a 
PDA  and  a  lightweight, 

GPS-enabled  Panasonic  Toughbook* 
mobile  computer  powered  by  Intel® 
Centrino®  processor  technology  with  Intel® 
Core™2  Duo  processor,  Supporting  the 
solution  is  Microsoft  System  Center  Mobile 
Device  Manager  (MDM)  running  on  a  Dell* 
2650  server  with  Intel®  Xeon®  processor 
(2.8Ghz,  dual-core), 

i 

"These  tools  are  common  to  remote 
workers  in  other  industries,"  explains  Pa¬ 
tricia  K.  Smith,  CIO  for  Our  Kids.  "But  they 
haven't  been  put  to  work  in  this  way  to 
monitor  the  safety  of  children," 

The  mobile  toolkit  is  used  to  ensure  the 
care  of  children  by  using  the  PDA's  built- 
in  camera  to  take  a  picture  of  each  child. 
That  image  is  automatically  stamped 
with  the  GPS  location,  date,  and  time 
to  verify  case  worker  visits  and  provide 


proof  of  well-being.  More  importantly, 
that  information  is  then  uploaded  secure¬ 
ly  into  the  state's  child  welfare  system, 
Case  workers  can  easily  do  their  jobs  on 
the  road-everything  from  documenting 
visits  to  filing  reports,  From  a  business 
perspective,  Our  Kids  estimates  full  ROI 
within  a  year,  The  cost  per  year  per  child 
is  USD  55  for  the  suite  of  capabilities— 
including  voice,  data,  GPS,  and  security, 

"Our  case  workers  are  absolutely  thrilled 
and  we've  achieved  an  80  percent  satis¬ 
faction  rating,"  Smith  reports.  In  fact,  the 
Miami  pilot  has  been  so  successful  it  was 
recently  announced  that  the  program  will 
be  rolled  out  state-wide, 

The  Result 

The  OK  Connect  project  has  proven 

invaluable.  The  tech¬ 
nology  helps  case 
workers  stay  in  touch 
and  fosters  productiv¬ 
ity,  Advocates  can 
work  from  anywhere 
with  the  same  tools 
and  capabilities 
previously  available 
only  in  the  office.  The 
safety  of  case  managers  is  improved 
with  "alert  buttons"  to  notify  authori¬ 
ties  of  trouble.  And  the  privacy  of  the 
children  is  upheld  with  features  like 
encryption  and  remote  disabling  of  lost 
or  stolen  devices.  But  most  importantly, 
the  program  has  up-leveled  the  agency's 
monitoring  capabilities  by  enabling  it  to 
validate  that  foster  children  have  been 
seen,  with  vital  details  regarding  where, 
when,  and  by  whom. 

"Our  Kids  as  an  organization  is  very  pleased 
to  receive  this  award  from  Intel  because 
it  helps  us  get  the  word  out  to  other  child 
welfare  agencies  that  they  can  provide  the 
same  care  for  their  kids,"  says  Smith. 

It's  technology  working  on  behalf 
of  children— and  nothing  is  better 
than  that.  ★ 


Our  Kids  of 

Miami-Dade/Monroe,  Inc. 

Location:  Miami,  Florida 
Innovation:  Put  technology 
in  the  hands  of  social 
workers— literally 
Result:  Keeping  better 
track  of  children  in  the 
foster  care  system 


ADVERTISING  SUPPLEMENT 


Data  Center  Management  Winner 


The  Challenge 

Remote  engineering  can  be  the  answer 
to  a  host  of  challenges,  but  it  certainly 
has  challenges  of  its  own-especially 
when  it  comes  to  system  performance 
and  data  integrity. 

Applied  Materials,  a  semiconductor 
equipment  manufacturer  headquartered 
in  Santa  Clara,  CA,  unlocked  the  mys¬ 
tery  using  HP  ProLiant  xw460c  Blade 
Workstations*  powered  by  Intel®  Xeon® 
processors.  For  that  innovation,  the  com¬ 
pany  has  been  recognized  with  the  Intel 
Premier  IT  Knowledge  Award  in  the 
Data  Center  Management  category. 

"Engineers  are  the  soul  of  Applied  Materi¬ 
als  and  also  one  of  the  more  challenging 
users  of  information  technology,"  says 
Ron  Kifer,  CIO  for 
Applied  Materials.  Its 
engineering  organiza¬ 
tion  is  scattered  over 
five  global  locations. 

That  separation  proved 
a  challenge,  especially 
when  it  came  to  work¬ 
ing  with  large,  complex 
files,  like  3-D  models, 
product  renderings, 
and  documentation.  Because  of  system 
performance,  network  latency,  and  data 
integrity  issues,  engineers  were  forced  to 
work  on  local  copies. 

The  Solution 

With  Intel  technology  as  its  foundation, 
the  blades  changed  all  that  by  enabling 
unprecedented  flexibility  and  remote 
access.  Piloted  in  Austin,  TX,  the  solution 
quickly  achieved  a  time-to-load  threshold 
that  is  twice  as  fast  compared  to  using 
local  systems.  For  the  first  time,  remote 
access-from  a  remote  office,  a  customer 
site,  or  even  a  home  office-became  a  re¬ 
ality  for  engineers  using  a  simple  Internet 
connection  and  a  standard-issue  laptop. 
And  with  the  centralization  of  data,  the 
engineering  organization  realized  greater 
integrity  and  security. 


The  company  expects  to  see  a  full  return 
on  their  investment  in  less  than  a  year. 
The  deployment  has  been  so  successful 
an  expansion  is  already  in  the  works.  "In 
201 0,  we  will  be  extending  this  solution 
to  the  broader  engineering  community 
across  a  truly  global  setting,"  Kifer  notes. 

The  Result 

"Very  few  companies  are  capable  of  doing 
remote  engineering  and  design  work,"  Kifer 
says.  "And  Applied  Materials  is  now  best 
in  class  in  this  area."  From  Idaho  to  India, 
the  company's  global  engineering  com¬ 
munities  are  working  together  like  never 
before.  For  example,  he  says,  engineers 
across  North  America  and  India  are  now 
able  to  work  on  a  project  design  concur¬ 
rently  and  leverage  collaboration  and  ex¬ 
pertise  despite  geographic  distances.  And 
with  a  50  percent 
drop  in  access  times, 
work  time  has  gone 
up  and  productivity 
has  skyrocketed.  It's 
even  enabled  the  en¬ 
gineers  to  work  from 
anywhere,  anytime- 
and  with  that  the 
company  has  seen  an 
upswing  in  the  qual¬ 
ity  of  work  and  home-life  balance. 

What's  more,  Applied  Materials  enjoys  all 
the  benefits  that  come  with  data  center 
consolidation.  By  merging  its  comput¬ 
ing  power  in  Austin,  the  company  has 
optimized  its  data  center  footprint  while 
centralizing  support  and  maintenance.  In 
addition,  Intel-based  blade  workstations 
are  energy  efficient,  which  saves  on  pow¬ 
er  and  cooling  costs  in  the  data  center. 

"This  award  from  Intel  is  a  great  validation 
of  the  hard  work,  collaboration  and  innova¬ 
tion  of  Applied  Material's  IT  and  engineer¬ 
ing  communities,"  says  Kifer. 

It  all  just  goes  to  show  what  a  little  bit  of 
ingenuity  and  determination  can  do  for 
any  business.^ 


Applied  Materials 

Location:  Austin,  Texas 
Innovation:  Consolidate 
large,  graphics-intensive 
data  management  system 
across  five  global  sites 
Result:  Better  collaboration 
and  improved  productivity 
among  engineers  all  over 
the  world 


Raising  the 
"Blade"  for 
Remote 
Engineering 


APPLIED 

MATERIALS?, 


Professionals  Choice  Winner 


ADVERTISING  SUPPLEMENT 


Putting  Retail 
Performance 
into  Solid 
Overdrive 

{TF}-  richrelevance 


The  Challenge 

E-tailing  is  a  demanding  business  for 
which  personal  product  recommenda¬ 
tions  must  come  instantly.  And  in  that 
fast-paced  world,  a  wait  time  of  1 00 
milliseconds  is  intolerable. 

richrelevance,  which  serves  up  200  million 
personal  product  recommendations  a  day 
for  online  retailers,  broke  that  perfor¬ 
mance  bamer  by  deploying  Intel®  X25-M 
MainSream  SATA  Solid-State  Drives  (SSD), 
For  this  bold  move,  the  Intel  Premier 
IT  Professionals  community  chose  the 
company  as  the  Intel  Premier  IT  Knowl¬ 
edge  Award  Professionals  Choice  winner, 
recognizing  its  drive  and  ingenuity 

The  performance  enhancement  gained 
from  that  single  innovation  cut  the  com¬ 
pany's  request  time  from  1 00  millisec¬ 
onds  to  a  mere  1 6  milliseconds.  The  most 
significant  advantage  of  SSD  technology, 
especially  with  customer-facing  runtime 
servers,  says  Elya  Kurktchi,  senior  director 
of  operations  for 
San  Francisco-based 
richrelevance,  is  the 
ability  to  access  data 
in  random  locations 
much  faster  than 
with  a  mechanical 
drive,  Equally  impor¬ 
tant,  "Intel's  solid 
state  drive  technolo¬ 
gy  enables  us  to  accelerate  the  complex¬ 
ity  of  the  algorithms  and  computation 
models  we  employ,  without  sacrificing 
that  performance," 

The  Solution 

Still,  the  technology  choice  wasn't  an 
obvious  one  as  solid  state  technology 
was  typically  used  in  high-end  consumer 
laptops  at  the  time  of  deployment. 
Despite  that  fairly  narrow  use  scenario, 
richrelevance  decided  to  apply  the  drives 
unconventionally  by  swapping  out 
the  internal  disks  on  enterprise  serv¬ 
ers,  bringing  solid  state  drives  into  the 
enterprise  fold. 


RichRelevance 

Location:  San  Francisco, 
California 

Innovation:  Use  solid- 
state  drives  (SSDs)  in  an 
enterprise  model 
Result:  Improved  service 
and  a  competitive  edge 
serving  online  retailers 


"The  overall  performance  of  these  drives 
is  expected  to  continue  to  advance 
rapidly,  leading  many  analysts  to  predict 
that  2009  will  be  the  year  that  solid 
state  devices  overtake  hard  drives  in 
markets  where  performance  is  more 
important  than  capacity,"  Kurktchi  says. 
"Our  tests  show  that  performance  is 
already  here." 

The  Result 

"The  benefits  have  been  quick  and  clear, 
with  a  full  return  on  our  investment 
within  six  months,  as  well  as  improved 
performance  in  our  interactive  personal¬ 
ization  for  retail  consumers  as  they  shop," 
says  Kurktchi.  That  performance  boost 
is  particularly  important  since  it's  up  to 
richrelevance  to  deliver  1 00  percent 
uninterrupted  service  to  some  of  the 
biggest  brands  in  retailing-even  on  Black 
Monday,  the  busiest  Internet  shopping 
day  of  the  year. 

Before  implementing  SSDs,  he  says,  the 
company  was  con¬ 
strained,  but  now  the 
number  of  computa¬ 
tions  it  can  do  is  almost 
limitless,  and  that 
means  richrelevance 
can  use  the  technology 
to  its  fullest  potential. 
What's  more,  model¬ 
ing  and  interactive 
personalization  can  happen  four  to  five 
times  faster.  And  quicker  response  time 
makes  for  very  happy  customers.  In  the 
end,  this  technology  innovation  has  put 
richrelevance  ahead  of  its  competition 
at  a  time  when  rising  above  the  crowd  is 
what  it  takes  to  survive  in  retail. 

"This  award  from  Intel  is  a  testament 
to  our  team's  ongoing  commitment 
to  deliver  total  IT  reliability  within  an 
enterprise-class  solution  for  retailers," 
Kurktchi  says.  He  adds  that  it  proves  how 
Intel's  solid  state  drive  technology  helps 
richrelevance  deliver  on  its  customer 
promise.  ★ 


Intel,  the  Intel  logo,  Centrino,  Core  and  Xeon  are  registered  trademarks  of  Intel  Corporation  in  the  U.S.  and  other  countries.  ‘Other  names  and  brands  may  be  claimed  as  the  property  of  others. 
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Seeds  of  Efficiency 

How  Swedish  agribusiness  Lantmannen  cultivated  a 
more  cost-effective  infrastructure  by  cindy  waxer 


For  a  $5.5  billion  agricultural  cooperative  whose  42,000  farmers 
work  cohesively  across  19  countries  to  supply  food  and  farming  ser¬ 
vices,  Lantmannen’s  IT  infrastructure  was  surprisingly  unwieldy. 

“Because  we’ve  been  around  since  the  19th  century,  our  [IT] 
was  decentralized,”  recalls  Dennis  Jansson,  Lantmannen’s  chief 
security  officer.  “As  long  as  we  were  decentralized,  we  had  no 
control  over  backups,  our  fixed  costs  were  high  and  we  didn’t 
know  when  one  of  our  sites  had  a  problem.” 

Jansson  had  to  cultivate  a  more  manageable  environment  and  opted  for  a  two¬ 
pronged  approach.  First,  deploy  wide  area  network  (WAN)  optimization  appliances 
from  Riverbed  Technology,  then  virtualize  servers  using  VMware. 

Over  two  weeks  late  in  2008,  Lantmannen  deployed  WAN  optimization  appli¬ 
ances  at  90  sites  and  expects  to  install  them  at  another  200  locations— mostly  pro¬ 
duction  facilities  and  offices— within  the  next  18  months.  These  appliances  use 
caching  to  minimize  the  amount  of  data  traversing  the  company’s  network  and 
provide  local  access  to  applications  anywhere  in  the  organization.  As  a  result,  Jans¬ 
son  says,  WAN  optimization  has  bolstered  application  performance  and  reduced 


how  it 

adds  up 

Lantmannen 

Stockholm 

Lantmannen  is  an  agricultural 
cooperative  owned  by  42,000 
farmers  that  operates  in  19 
counties,  has  13,000  employees 
and  revenues  of  $5.5  billion. 

How  Lantmannen  Saved:  By 

deploying  WAN  optimization  appli¬ 
ances  and  introducing  server  virtu¬ 
alization  technology,  Lantmannen 
expects  savings  in  servers,  energy 
consumption,  telecommunications 
and  head  count  to  amount  to  over 
$60  million  over  the  next  five  years. 


bandwidth  consumption.  So  much  so,  in  fact,  that  plans  to  install  a  10MB  fiber  optic 
broadband  for  the  enterprise  have  proved  unnecessary— a  savings  of  $650,000. 

WAN  optimization  has  also  helped  Lantmannen  develop  a  quick-fire  formula  for 
business  expansion.  In  the  past,  integrating  the  complex  IT  infrastructure  of  a  newly 
procured  company,  which  entails  configuring  systems  for  secure  data  exchange  and 


Tools  Used:  WAN  optimization 
appliances  from  Riverbed  Technol¬ 
ogy;  VMware  virtualization  software. 

Time  Frame:  Four  months  spent 
testing  and  evaluating  hardware 
solutions.  The  customization  and 


ordering  additional  network  connections,  could  take  Lantmannen  three  months. 
However,  by  installing  WAN  optimization  boxes  on  the  network,  Jansson  says  he 
can  get  a  new  location  up  and  running  in  as  little  as  three  days. 

Another  way  Lantmannen  has  eased  IT  headaches:  consolidating  servers.  To 
date,  more  than  1,000  servers  have  been  virtualized  across  more  than  70  loca¬ 
tions,  with  plans  to  replace  thousands  more  in  350  additional  facilities  and  offices. 
Lantmannen  expects  savings  in  servers,  energy  consumption,  telecommunications 
and  head  count  to  amount  to  more  than  $60  million  in  five  years. 

Nevertheless,  Jansson  says  that  planting  the  seeds  of  an  IT  overhaul  in  the  minds 
of  Lantmannen’s  senior  executives  was  a  chore.  After  all,  says  Mark  Tauschek,  an 
Info-Tech  Research  Group  analyst,  “Depending  on  the  number  of  sites  a  company 
has,  [WAN  optimization  and  virtualization]  can  be  significant  undertakings  and 
capital  expenditures  in  today’s  economy.” 

Even  Jansson  admits,  “Things  were  shaky  for  a  while,”  as  the  company  began 
overhauling  its  entire  IT  infrastructure  without  any  promise  of  recouping  its  invest¬ 
ment  for  at  least  one  year.  Fortunately,  he  says,  “Lantmannen  has  a  governance 
model  where  everyone  sits  down,  introduces  a  business  case  to  all  the  IT  managers 
and  everyone  has  a  say.  And  this  is  the  way  we  wanted  to  go  as  a  group.” 


Cindy  Waxer  is  a  freelance  writer  based  in  Ontario. 


deployment  of  the  technology  was 
S  completed  in  two  weeks. 

\  KNOW  YOUR  VENDORS 

_  Rather  than  leave  the  vendor 

selection  process  up  to  Lantman- 
nen's  procurement  department, 
Jansson  adopted  a  hands-on 
approach,  reading  through 
product  handbooks,  personally 
meeting  with  product  managers 
and  developers  and  measuring 
a  potential  application's  useful¬ 
ness  against  specific  business 
needs. 


SET  DEPLOYMENT  TARGETS 

Clear  priorities  guided  Lantman- 
nen’s  WAN  optimization  and 
virtualization  rollout.  Because 
the  company's  core  business 
revolves  around  the  production 
of  everything  from  baked  bread 
to  cat  food,  production  facilities 
dominated  the  first  phase  of  the 
project  while  most  office  deploy¬ 
ments  were  left  for  later. 
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Fujitsu  recommends  Windows  Vista®  Business  for  business  computing. 
Fujitsu  recommends  Windows  Vista®  Home  Premium  for  personal  computing. 
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Fujitsu  gives  your  mobile  computing  a  serious  boost — from 
ultra-portables  that  won’t  weigh  you  down  to  powerful  desktop 
alternatives  and  everything  in  between — like  the  Fujitsu  LifeBook® 
T5010.  With  Intel®  Centrino®  2  Processor  Technology  for  power, 
connectivity  and  long  battery  life,  and  with  genuine  Windows 
Vista®  Business  to  stay  connected,  stay  productive  and  stay 
away  from  the  office,  you’ll  be  hooked. 

►  See  what  Fujitsu  is  brewing. 
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ANALYST  VIEW 

Hazy  Prospects  for  Cloud  Services 

IT  buyers  uncertain  about  benefits,  more  worried  about  security 

BY  CAROLYN  JOHNSON 


Despite  predictions  that  cloud  comput¬ 
ing  will  drive  the  next  wave  of  technology 
innovation,  many  IT  decision  makers  have 
yet  to  embrace  cloud  services,  according  to 
an  exclusive  CIO.com  survey  of 240  visitors 
involved  in  technology  purchasing  decisions. 

Although  respondents  cited  cost  savings  most  fre¬ 
quently  as  the  reason  for  adopting  cloud  computing,  many 
aren’t  sure  such  investments  will  help  them  to  reduce 
their  IT  budgets.  Half  of  IT  decision  makers  expect  that 
some  percentage  of  their  IT  budgets  will  be  devoted  to 
cloud  services  in  the  next  five  years,  while  slightly  fewer 
(42  percent)  anticipate  any  reduction  in  IT  spending  as  a 
result.  Another  42  percent  aren’t  sure  they’ll  achieve  any 
savings,  while  16  percent  say  they  don’t  expect  any  impact 
on  their  budgets. 

Meanwhile,  concerns  about  cloud  security  are  increas¬ 
ing.  Fifty-one  percent  of  respondents  are  worried  about 
cloud  security  generally,  compared  to  45  percent  answer¬ 
ing  a  similar  survey  in  August  2008. 

Thirty-seven  percent  are  now  worried  about  loss 


of  control  over  data,  up  from  26  percent  last  year.  But 
fewer  IT  buyers  now  cite  concerns  about  integration 
and  availability. 

Among  respondents  whose  companies  are  using  cloud 
services,  the  most  (83  percent)  are  running  applications 
using  a  software-as-a-service  model.  This  year,  cost  sav¬ 
ings  surpassed  scalability  and  flexibility  to  the  business 
as  the  top  reason  for  adopting  cloud  computing. 

Lower  hardware  infrastructure  and  IT  staffing/admin¬ 
istration  costs  are  among  the  most  frequently  cited  benefits 
of  cloud  services.  Forty  percent  cited  access  to  skills  or 
capabilities  they  did  not  want  to  develop  in-house. 

But  adoption  of  cloud  technology  has  changed  little  in 
the  past  year.  Just  over  one  quarter  of  IT  buyers  (27  percent) 
are  currently  using  or  implementing  cloud  computing 
offerings,  compared  to  30  percent  in  2008.  More  respon¬ 
dents  (26  percent)  plan  to  use  cloud  services  within  five 
years,  up  from  18  percent  last  year. 


Carolyn  Johnson  is  CIO's  research  manager,  Find  the  complete 
survey  results  at  www.cio.com/article/498671. 


The  CIO 
Scapegoat 

YOUR  DEPARTMENT  just 
played  a  starring  role  in 
blowing  a  multimillion 
dollar  enterprise  software 
project.  Of  course,  IT  is 
never  100  percent  at  fault- 
the  business  side  usually 
plays  its  part.  But  the  unfair 
fact  is  that  if  the  initiative 
is  considered  a  "technology 
project,"  IT  takes  the  fall. 

That’s  just  a  fact  of  life 
in  IT,  says  Chris  Curran,  CTO 
and  a  consulting  partner 
at  Diamond  Management 
&  Technology  Consultants. 
Curran  mentions  one  insur¬ 
ance  company  CIO  who  was 
betrayed  by  warring  integra¬ 


tors  and  vendors  working  on 
a  project  and  was  relegated 
to  "managing  IT,"  after  the 
CFO  took  the  project  reins. 

In  this  instance,  Curran 
says,  the  "CIO  didn't  have 
the  credibility  with  senior 
leadership  [to  show]  he 
could  manage  rocky  vendor 
issues." 

Curran  is  pessimistic  that 
CIOs  and  senior  IT  leaders 
can  do  enough  "damage 
control"  after  a  problem¬ 
atic  project.  "I've  never 
seen  any  cases  where  a 
CIO  just  moved  along  like, 
'Everything's  fine,"'  he  says. 
"Often,  they're  eventually 
demoted  or  pushed  off  into 
some  operational  role.  Once 
you  have  a  high-profile  proj¬ 
ect  that  has  your  name  on 
it  and  it  fails,  I  don’t  know  if 
you  can  recover." 


CIOs  who  enter  into  huge 
projects  know  the  stakes, 
Curran  says.  "The  multi- 
million-dollar,  multiyear 
projects-they  create  such 
a  peak  to  fall  from."  Even 
worse,  he  says,  is  when 
project  teams  set  seemingly 
perfect  expectations  with 
the  board  about  project  cost 
and  length,  "but  don't  know 
squat  about  what’s  going  to 
happen  tomorrow." 

Curran's  advice  for  mas¬ 
sive  undertakings:  Think 
bite-sized  project  chunks 
and  set  proper  expecta¬ 
tions.  He  advises  his  clients 
to  embrace  transparency. 
"IT  hasn't  learned  about 
driving  incremental  plan¬ 
ning,  which  would  help  to 
mitigate  the  high  rises  and 
falls  of  project  failures." 

-Thomas  Mailgum 
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Introducing  Windows  7  into  your  environment  isn’t  something  that  should  make 
you  anxious.  By  removing  the  uncertainty  around  application  compatibility,  Sogeti  can  make 
your  transition  to  Windows  7  a  smooth  one.  As  the  first  step  towards  deployment,  we  will 
analyze  your  applications,  identify  problems  and  provide  remediation  steps,  giving  you 
a  clear  path  for  deployment.  Sogeti  has  helped  more  organizations  with  application 
compatibility  testing  and  remediation  than  any  other  company.  With  someone  to  show 
you  the  way,  you’ll  have  nothing  to  worry  about. 
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Expand  Your  Brand 


The  benefits  of  social  media  outweigh  the  downsides. 

It's  time  for  CIOs  to  reach  out.  by  kristin  burnham 

At  first  glance,  social  media  sites  such  as  Facebook,  Linkedln  and  Twitter  may  seem  like  a  great 
way  for  CIOs  to  waste  a  very  precious  commodity:  your  time.  Maybe  you’ve  resisted  because  you’re 
worried  about  exposing  too  much  of  your  personal  life— or  just  don’t  get  what  the  big  deal  is. 

Whatever  your  excuse,  social  media  has  more  to  offer  than  you  realize.  It’s  time  to  jump  in  and 
find  out. 

“If  for  nothing  else,  try  it  because  you’re  a  CIO  and  CIOs  are  supposed  to  be  ahead  of  the  curve 
when  it  comes  to  new  technology,”  says  Kirsten  Dixon,  online  reputation  management  expert  and 
coauthor  of  Career  Distinction:  Stand  Out  by  Building  Tour  Brand.  “For  anyone  to  really  see  the  benefits 
[of  social  media]  you  just  have  to  experience  it.” 

Achieving  social  media’s  benefits— networking,  collaborating,  innovating,  to  name  a  few— 
requires  active  participation,  says  Twitter  user  Mike  Schaffner,  director  of  IT  for  the  Valves  and  ►  ►  ► 


Measurement  Group  at  Cameron,  a  provider  of  flow  equipment 
products  and  systems.  “Social  media  is  just  like  real-life  social 
activities.  You  won’t  get  much  out  of  being  a  wallflower.” 

Exploring  several  different  platforms  to  determine  which 
best  suits  your  interests  and  goals  is  the  best  route  to  take, 
Dixon  says.  Be  wary,  however,  that  each  platform’s  audience 
will  be  different,  so  you’ll  need  to  tailor  your  Internet  per¬ 
sona  accordingly.  “That  doesn’t  mean  that  everything  you 
post  has  to  be  professional  in  nature,  but  everything  that’s 
personal  should  be  tied  to  who  you  are  professionally,”  Dixon 
says.  “Remember  that  when  you  participate  in  these  sites,  you 
become  searchable.” 

Chris  Curran,  CTO  and  partner  at  Diamond  Management 
&  Technology  Consultants,  created  the  “CIO  Twitter  Dash¬ 
board,”  a  directory  of  CIOs  who  tweet,  categorized  by  indus¬ 
try  ( www.ciodashboard.com/ 
cio-twitter-dashboard).  When 
searching  for  CIOs  on  Twitter, 
an  old  friend  turned  up  and 
he  added  him  to  his  list. 

“I  immediately  got  an  e-mail 
from  him  saying,  ‘Take  me  off 
your  dashboard!”’  Curran 
recalls.  “He’s  a  poker  player 
and  only  wanted  to  network 
with  other  poker  players.  So  I 
told  him  to  remove  ‘CIO’  from 
his  bio  if  he  didn’t  want  other 
CIOs  searching  for  him.”  Cur¬ 
ran  recommended  that  he  create  a  professional  ID  where  he 
could  list  himself  as  a  CIO,  and  use  his  personal  account  for 
personal  connections. 

Curran  says  that  his  participation  in  social  media  has 
opened  doors  for  him.  “I’ve  been  offered  a  few  speaking 
engagements  and  have  had  people  wanting  to  meet  up,”  he 
says.  “I  now  have  five  or  10  contacts  who  I’d  never  heard  of 
before  who  are  great  thinkers  in  IT  strategy  and  governance.” 

At  Cameron,  Schaffner  has  transferred  his  knowledge  of 
social  media  to  the  workplace  by  promoting  the  use  of  internal 
profile  pages— similar  to  Facebook  pages— for  each  employee. 
He  hopes  to  encourage  employees  to  connect  and  share  their 
areas  of  expertise. 

“Just  as  the  Internet  and  e-mail  created  new  opportunities 
and  ways  of  doing  business,  I  believe  social  media  will  do 
the  same,”  Schaffner  says.  “Once  you  learn  how  to  use  this 
effectively— either  externally  with  customers  and  vendors  or 
internally  with  employees— I  think  you’ll  have  a  significant 
advantage  over  your  competitors.” 


Social  media 
is  just  like 
real-life  social 
activities.  You 
won't  get  much 
out  of  being  a 
wallflower. 

-Mike  Schaffner, 
Director  of  IT  at  Cameron 


Contact  Associate  Editor  Kristin  Burnham  at  kburnhamigicio.com. 
Follow  her  on  Twitter:  www.twitter.com/kmburnham. 
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Our  help  desk  receives 
frequent  complaints 
about  its  service. 

How  can  I  better  hold 
managers  accountable? 


COACHES:  ROGER  CONNORS  and  TOM  SMITH, 

Copresidents,  Partners  In  Leadership,  and  authors  of 
the  bestselling  book  The  Oz  Principle  and  the  newly 
released.  How  Did  That  Happen? 


©  Always  make  sure  your  expectations  have 
been  clearly  formed  and  communicated  when 
holding  others  accountable.  If  expectations  are 
unclear,  then  the  accountability  conversation  may 
seem  unfair  to  your  employees  and  be  received 
negatively.  We  call  this  the  accountability  paradox  - 
the  harder  you  try  to  hold  others  accountable, 
the  less  accountable  they  become.  By  taking  the 
proper  steps  to  clarify  what  you  are  holding  people 
accountable  for,  you  enhance  their  ability  to  report 
good  results. 

To  keep  it  positive  and  productive,  make  sure 
your  expectations  can  be  1)  Framed:  consistent 
with  current  organizational  priorities;  2)  Obtained: 
they  are  realistic  and  achievable;  3)  Repeated:  easy 
to  keep  top  of  mind  and  simple  to  communicate;  and 
4)  Measured:  can  be  tracked.  When  you  communi¬ 
cate  expectations,  make  sure  you  explain  the  "why" 
behind  the  initiative  so  it's  understood  what  you  are 
trying  to  accomplish. 


©  Sometimes  the  effort  needs  to  be  focused 
on  ensuring  alignment  around  your  expectations. 
Just  because  people  are  willing  to  comply  does  not 
mean  they  are  on  board.  If  it  is  an  important  expec¬ 
tation,  you  need  to  take  steps  to  ensure  they  really 
buy  in.  Conducting  the  right  kind  of  inspection- 
one  that  has  been  agreed  upon  and  is  positive- 
may  be  just  what  is  missing  in  the  accountability 
relationship. 

-  Never  play  the  blame  game.  It's  not  productive 
and  will  only  give  everyone  else  in  your  organization 
permission  to  waste  time  and  energy  on  something 
that  yields  no  results.  Remember,  what  you  create 
accountability  for  is  what  you  get. 
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Forging  A  New  Path  to  CIO 

Five  experiences  future  CIOs  need  on  their  resumes  by  martha  heller 


Compared  to  the  route  to  CFO,  the  CIO 
career  path  is  all  over  the  place.  CIOs  come 
out  of  IT,  operations,  marketing  and  more 
recently,  I  am  finding,  out  of  finance.  So  if 
you  were  to  offer  advice  on  how  to  achieve 
the  dream  CIO  career,  what  would  you  say? 

I  spoke  to  three  CIOs  who  have  not  only  traveled  their  own, 
unique  career  trajectories,  they’re  actively  engaged  in  grow¬ 
ing  the  CIOs  of  future.  I  asked  them:  If  you  were  to  write  the 
resume  of  tomorrow’s  CIO,  what  would  it  include? 

1.  Experience  running  a  big,  complex,  non-IT  opera¬ 
tion:  “If  you’ve  run  an  organization  like  customer  service, 
you  know  how  to  set  up  performance  metrics  that  make 
sense  to  everyone,”  says  Stuart  McGuigan,  CIO  of  CVS 
Caremark.  McGuigan  acknowledges  that  running  IT  alone 
brings  its  share  of  operational  complexity.  But  if  he  had  to 
pick  a  CIO  with  non-IT  experience  or  one  entrenched  in 
IT,  “it’s  not  even  close,”  he  says.  “I  would  prefer  someone 
who’s  been  outside  of  IT  because  not  only  do 
they  know  what  it  takes  to  run  a  business, 
they  understand  how  challenging  it  can  be  to 
deal  with  a  support  organization.” 

McGuigan’s  own  experience  illustrates 
the  point.  After  five  years  in  marketing  at 
Merck  “doing  product  management,  busi¬ 
ness  planning  and  market  research,”  he  was 
asked  to  create  a  new  function  in  the  market¬ 
ing  group  to  establish  an  IT  plan  for  the  U.S. 
business.  “I  recognized  that  IT  had  been  underfunded  and 
underappreciated  for  years,”  says  McGuigan.  “There  are 
disciplined  ways  to  map  a  business  strategy  to  operational 
improvements  to  IT  capabilities.  I  realized  there  is  no  rea¬ 
son  any  business  can’t  have  the  systems  and  technology 
it  needs.” 

2.  A  history  of  change  and  challenge:  For  Jeanette 
Scampas,  formerly  CIO  of  MetLife,  the  best  CIOs  have 
always  driven  their  careers  toward  new  challenges  and 
experiences  and,  as  a  result,  have  picked  up  the  broad  busi¬ 
ness  and  leadership  skills  it  takes  to  be  a  divisional  CIO  for 
the  $50  billion  insurance  company.  “In  my  business,  I  want 
CIOs  to  have  a  solid  background  in  IT  but  also  to  have  had  a 
variety  of  experiences,”  she  says.  “I  value  people  who  have 


operational  expertise  and  then  take  on  a  finance  role,  or  who 
have  finance  [experience]  and  then  manage  a  product  line. 
The  specifics  are  not  as  important  as  the  drive  for  challenge 
and  change.” 

Scampas  put  this  philosophy  into  action  at  MetLife  with 
a  CIO  leadership  program  that  placed  high-potential  IT 
leaders  in  interim  roles  stretching  across  product  lines  and 
corporate  functions.  The  result:  “Getting  these  executives 
out  of  their  day-to-day  roles  and  exposing  them  to  new 
experiences  all  the  time.” 

3.  Global  leadership  experience:  MetLife  is  “a  global 
organization  with  global  vendors,  so  having  led  a  global 
team  is  critical,”  says  Scampas.  While  she  does  not  believe 
a  successful  CIO  needs  to  pack  up  and  live  overseas  to  gain 
that  experience,  she  has  expected  her  divisional  CIOs  to 
“have  had  responsibilities  for  other  countries,  spent  time 
there  and  immersed  themselves  in  the  culture.” 

4.  Experience  in  multiple  corporate  functions:  Kevin 
Hart,  former  CIO  of  Level  3  Communications 
and  now  CIO  at  Clearwire,  a  wireless  broad¬ 
band  company,  believes  a  successful  CIO 
should  have  experienced  as  many  corporate 
functions  firsthand  as  possible.  “I’ve  been 
fortunate  enough  to  have  roles  in  product 
management,  engineering,  finance  and  sales 
in  my  career,”  he  says.  “I  believe  that  tomor¬ 
row’s  CIOs  will  have  walked  a  few  miles  in 
each  of  those  functional  shoes.” 

5.  Deep  technology  knowledge:  With  all  of  this  talk 
of  non-IT  experience,  CIOs  still  need  to  know  something 
about  technology.  Hart  concedes  you  can  gain  this  experi¬ 
ence  by  working  your  way  up  the  IT  org  chart,  but  a  faster 
path  would  be  through  consulting.  “As  a  consultant,  you 
have  to  know  the  leading  vendors,  the  pros  and  cons  of 
each  technology,  and  how  to  drive  business  value  through 
IT,”  he  says.  “And  you  have  to  reprove  yourself  every  60 
to  90  days.” 


Martha  Heller  is  managing  director  of  the  IT  Leadership  Practice 
at  ZRG  Partners,  an  executive  recruiting  firm.  You  can  reach  her 
at  mheller@zrgpartners.com  or  read  her  columns  at  www.cio 
.  com/author/41283. 


Tomorrow's 
CIOs  will 
have  walked 
in  a  variety 
of  functional 
shoes. 
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...Manage  Survivor  Syndrome 


BY  KRISTIN  BURNHAM 

Chances  are,  if  you've  survived  a  round  of  layoffs  in  your 
career,  you’ve  probably  experienced  a  pang  of  longing  for 
lost  colleagues,  a  lack  of  motivation  and  a  decrease  in  pro¬ 
ductivity.  According  to  a  report  by  The  Conference  Board, 
an  independent  membership  organization,  such  reactions 
can  be  described  as  “survivor’s  syndrome.” 

Downsizing  has  a  significant,  negative 
impact  on  work  attitudes  and  often  results 
in  low  morale,  reduced  commitment  and 
a  lack  of  trust  and  loyalty  among 
employees,  according  to  the 
report.  So  how  can  you 
minimize  the  effects  of 
survivor’s  syndrome 
before,  during  and 
after  a  layoff? 

Follow  these  three 
tips  from  The  Con¬ 
ference  Board: 


l]  COMMUNICATE. 

Much  of  how  employ¬ 
ees  perceive  a  layoff 
depends  on  how  much 
information  is  shared,  and 
from  whom  the  informa¬ 
tion  is  coming.  As  a  department 
head,  provide  written  communica 
tion  to  your  staff  before,  during  and  after 
the  downsizing,  highlighting  the  events 
leading  up  to  the  layoff  and  divulging  any 


...find  Twitter  experts 
in  your  industry 

Millions  of  people  tweet  every  day,  but  finding  worth¬ 
while  experts  to  follow  amid  the  noise  can  be  tricky. 
Twitter's  basic  search  tools  help,  but  another  option  is 
third-party  sites.  The  most  popular  is  WeFollow.com, 
which  sorts  Twitter  users  into  categories  such  as  media, 
technology,  business  and  entrepreneur.  To  view  the 
entire  directory,  click  on  "more  Twitter  tags,"  where 
you'll  find  categories  that  may  be  more  relevant  to 
your  industry.  Any  user  can  add  himself  to  the  ranks  of 
WeFollow  by  creating  a  profile  on  the  site.  -C.G.  Lynch 


actions  that  were  taken  to  prevent  it.  Survivors  will  then  be 
less  likely  to  perceive  the  layoffs  as  unfair  or  impulsive. 

2]  LEAD  BY  EXAMPLE.  If  you’ve  performed  a  layoff,  you’ve 
probably  harbored  feelings  of  regret  for  having  to  lose 
members  of  your  department  and  feel  anxious  about 
the  light  in  which  survivors  see  you.  But  as  a  business 
executive,  it’s  important  to  set  a  positive  tone.  Kick 
your  leadership  skills  into  high  gear  and  focus 
on  transitioning  your  employees  toward  a 
brighter  future. 


3]  CREATE  OPPORTUNITY. 

After  the  layoff,  provide 
additional  training  to 
employees  who  have 
assumed  new  respon¬ 
sibilities.  Motivate 
employees  to  seek 
out  ways  to  improve 
their  skills  and  contrib¬ 
ute  to  the  organization, 
such  as  getting  training  in 
communicating  in  times  of 
uncertainty,  crisis  and  change. 
Offer  one-to-one  career  counseling 
to  employees  who  are  seeking  advance¬ 
ment  in  the  future,  and  encourage  them 
to  use  outlets  for  stress  management  like 
yoga  classes,  flexible  work  schedules  and 
vacation  time. 


I 


...maximize  your 
BlackBerry  battery  life 

How  long  will  your  BlackBerry  battery  last?  Wireless 
connectivity  options  such  as  WiFi,  cellular  radio  and 
Bluetooth  eat  up  battery  life  even  when  they're  not  in 
use  because  they  constantly  try  to  connect  to  networks 
or  other  devices.  To  turn  off  one  or  all  of  these  options, 
go  to  your  phone's  icon  screen  and  click  the  "Manage 
Connections"  icon.  Deactivate  all  connectivity  options 
by  hitting  "Turn  All  Connections  Off."  You  can  also 
turn  individual  connections  on  and  off  by  checking  or 
unchecking  the  boxes  next  to  each.  -A!  Sacco 
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Rowing  in  One  Direction 

To  align  IT  strategy  with  business  goals,  CIOs  must  position 
and  train  their  staff  to  make  it  a  reality 

KEVIN  SUMMERS,  WHIRLPOOL 

EMBED  IT  PEOPLE  IN  THE  BUSINESS 

An  IT  strategy  that  drives  and  enables  business  objectives  is  a  critical  component  of  any 
organization,  but  it  alone  will  not  result  in  alignment.  You  must  have  the  right  IT  leaders 
working  with  people  in  the  business  to  make  the  strategy  become  a  reality. 

After  an  analysis  of  how  best  to  meet  the  needs  of  the  business,  we  integrated  our 
regional  IT  groups  into  one  global  organization  and  created  business  engagement  teams. 
These  teams,  embedded  in  the  business  units,  consist  of  people  able  to  engage  the  business 
in  both  process  and  strategy,  while  explaining  IT’s  capabilities  and  aligning  with  our  IT 
Roadmap.  They  also  share  global  IT  best  practices  with  the  business  and  highlight  where 
these  can  be  effectively  leveraged.  The  teams  provide  a  greater  awareness  of  our  business 
partners’  needs,  and  with  that  understanding  comes  the  ability  to  focus  IT  spending  on 
programs  that  better  serve  Whirlpool  products  and  customers.  ►  ►  ►  (Continued  on  Page  37) 

The  CIO  Executive  Council  is  a  global  peer  advisory  service  and  professional  association 
of  more  than  500  CIOs,  founded  by  CIO's  publisher.  To  learn  more,  visit  council.cio.com. 


Kevin 

Summers, 

Corporate  VP 
&  Global  CIO, 
Whirlpool 

Roman  Coba, 

Global  CIO, 
McCain  Foods 


Joel  Schwalbe, 

Senior  VP  Si  CIO, 
CNL  Financial 
Group 


SEPTEMBER  1,  2009 


www.cio.com 


► 


LEAD  LESSONS  FROM  THE  C-SUITE 


Taking  Customer  Care  to  Heart 

Aflac's  CIO  found  a  model  for  customer  service  in  the  loss  of  his  daughter's  horse 

BY  GERALD  SHIELDS 


he  greatest  compliment  that  anyone 
in  my  organization  can  give  is,  “You’re 
Dr.  Matt.” 

That’s  the  name  of  our  veterinarian  and 
the  unlikely  source  of  inspiration  for  a  team 
of  IT  professionals.  What  started  as  a  life  experience  for  my 
family  and  me  has  become  the  model  held  up  by  my  staff 
for  how  to  serve  the  people  who  make  Aflac  what  it  is. 

We  in  IT  exist  because  of  the  customer.  No  one  sits  around 
saying,  “Damn,  Enron  went  under,  but  they  had  great  IT!” 
I  don’t  want  to  be  known  for  having  the 
best  systems  at  an  unsuccessful  company. 

So  this  is  the  story  I  tell  that  best  describes 
the  spirit  and  the  heart  that  I  want  dis¬ 
played  in  IT  and  that  I  try  to  display. 

Several  years  ago,  the  horse  favored 
by  one  of  my  daughters  fell  so  severely 
ill  that  we  knew  he  wouldn’t  recover.  Our 
vet,  Dr.  Matt,  offered  my  daughter  the  tra¬ 
ditional  memento  of  her  horse’s  tail,  but 
she  chose  not  to  take  it  because  she  was 
determined  to  send  Ribbon  off  looking 
pretty.  I  later  found  Dr.  Matt  still  tending 
the  now  deceased  horse,  and  asked  him 
why.  Although  my  daughter  would  never  see  that  horse 
again,  Dr.  Matt  was  doing  everything  possible  to  make  Rib¬ 
bon  as  pretty  as  he  could  be.  That  struck  me  as  special,  but 
I  didn’t  realize  how  special  until  I  worked  with  a  vet  who 
wasn’t  Dr.  Matt.  We  wanted  an  autopsy  on  Ribbon  to  deter¬ 
mine  whether  any  of  our  other  horses  could  be  in  danger, 
but  that  vet  told  us  it  would  have  to  wait  until  morning,  by 
which  time  it  was  too  late  to  test  for  anything. 

My  other  daughter  was  the  one  to  see  the  lesson  that  my 
team  and  I  strive  to  always  remember:  Behind  every  horse, 
and  every  technology,  there  should  be  a  person  who  cares. 
Behind  everything  we’re  working  on,  there’s  a  person  with 
a  business  problem,  and  we  should  be  there  to  make  life 
better  for  them.  It  must  never  become  just  a  job— it  must 
be  something  we  have  passion  for. 

To  show  that  you  care,  you  don’t  just  do  the  things 


you’re  asked  to  do.  And  to  turn  this  into  reality,  we  send 
IT  people  out  into  the  field.  They  spend  time  with  the  insur¬ 
ance  agents,  watching  them  write  policies  and  talking  to 
them  about  what  we  could  do  to  help  them.  They  sit  in  on 
calls  in  the  call  center  and  come  back  to  analyze  how  to 
make  those  calls  easier  and  faster.  Because  what  we  want 
is  not  to  be  a  technology  staff;  we  want  our  actions  to  show 
that  we  recognize  that,  at  the  end  of  the  day,  it  will  be  a  poor 
day  if  technology  isn’t  there  for  someone. 

One  of  our  biggest  successes  so  far  has  been  in  the  call 
center.  The  group  I  sent  into  the  center 
came  back  with  some  terrific  ideas  that 
led  to  the  pilot  development  of  a  new  sys¬ 
tem  with  a  completely  new  user  interface. 
This  improved  the  flow  of  information 
and  eliminated  screens  and  fields,  ulti¬ 
mately  cutting  down  the  number  of  key¬ 
strokes  necessary  for  reps  to  complete 
each  call.  Because  the  changes  came  out 
of  living  with  the  old  system— not  just 
from  requirements— the  folks  in  the  call 
center  loved  it.  It’s  now  in  production 
and  is  shaving  30  seconds  off  of  each  call, 
which  is  a  huge  impact  in  a  center  that 
handles  more  than  30,000  calls  each  day.  And  we  created 
it  in  less  than  a  year  for  less  than  $2  million. 

Throughout  the  company,  our  business  unit  partners 
are  telling  us  that  they  are  seeing  this  attitude  change.  The 
head  of  the  call  center,  the  head  of  claims,  the  head  of  the 
sales  force— they’re  all  talking  about  how  IT  cares  and 
about  how  IT  is  now  a  partner  in  a  way  it  wasn’t  before. 
They’re  talking  about  this  at  recruiting  events,  at  monthly 
regional  meetings,  in  places  where  the  topic  of  IT  never 
came  up  before. 

We’re  making  life  easier  one  solution  at  a  time.  This  has 
become  our  model.  And  we’re  watching  it  spread  as  more 
people  across  Aflac  talk  about  being  Dr.  Matt. 


Gerald  Shields  is  senior  VP  and  CIO  of  Aflac,  and  a  member  of  the 
CIO  Executive  Council.  To  learn  more,  visit  council.cio.com. 
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Nifty  Ways 
to  Leave 
Your Vendor 

Maryland  Automobile  Insurance 
Fund  CIO  Cindy  Warkentin 

advises  mid-market  CIOs  on 
how  to  walkaway 


When  things  aren't  working  with  a  vendor,  how  do  you  effectively 
terminate  the  relationship? 


This  is  something  most 
CIOs  would  prefer  not 
to  think  about.  But  it's 
important  to  plan  how 
to  terminate  a  vendor 
relationship,  especially  if 
you  are  in  a  small  or  mid¬ 
market  business  like 
ours.  If  things  go  badly, 
any  disruption  can  be 
highly  damaging  to  the 
business. 

There  is  usually  lan¬ 
guage  in  the  contract 
that  covers  termination, 
and  it's  always  advis¬ 
able  to  consult  with 
legal  when  considering 
a  termination.  What's 
also  important  is  how 
you  go  about  disengag¬ 
ing.  It  can  be  a  delicate 
dance-you  want  to  con¬ 
tinue  to  be  on  "speak¬ 
ing  terms"  with  your 
soon-to-be  ex-vendor 
for  the  sake  of  possible 
future  engagements  or 


to  protect  other  units  in 
your  company  that  may 
still  be  doing  business 
with  them. 

There  are  different 
ways  to  play  it,  depend¬ 
ing  on  the  state  of 
the  relationship  and 
the  criticality  of  the 
vendor's  product  or 
service.  You  may  be 
completely  open  every 
step  of  the  way,  clearly 
stating  to  your  vendor 
that  you  are  moving  on 
and  why.  But  in  a  highly 
volatile  or  risky  situa¬ 
tion,  you  may  want  to 
keep  your  termination 
plans  to  yourself  until 
you  already  have  a  new 
vendor  engaged. 

Severed 

Connections 

As  an  example  of  the 
latter  approach,  we 
discovered  one  day  that 


we  had  lost  our  Internet 
access  and  could  not 
identify  the  problem. 

We  worked  with  our 
ISP,  who  also  could  not 
find  the  problem.  That 
presented  a  serious  chal¬ 
lenge  because  our  main 
revenue-generating 
stream  is  through  the 
Net.  We  determined  that 
the  telecom  company 
had  generated  a  "discon¬ 
nect"  order  erroneously 
and,  after  a  struggle,  we 
got  them  to  admit  it  was 
their  problem.  Even  then 
we  didn't  get  good  ser- 
vice-they  had  conflicting 
disconnect  and  connect 
orders  in  different  units, 
and  the  right  hand  didn't 
know  what  the  left  hand 
was  doing. 

We  escalated  the 
problem  multiple  times 
before  they  finally 
killed  the  disconnect 


order.  But  that  was  it 
for  us,  We  went  with 
another  ISP  and  telecom 
company  for  Internet 
access.  Because  we  had 
been  so  burned  by  the 
experience  and  were 
very  afraid  it  might  hap¬ 
pen  again,  there  was 
a  brief  time-aboutlO 
days-when  we  had  a 
service  overlap  between 
the  two  ISPs.  I  didn't  like 
having  to  double-pay 
during  that  period,  and 
I  typically  don't  take 
a  redundant  vendor 
approach,  but  given  the 
risk  and  our  exposure, 
it  was  the  more  pru¬ 
dent  path. 


Cindy  Warkentin  is  CIO  at 
the  Maryland  Automobile 
Insurance  Fund  and  a 
contributor  to  the  Council's 
Mid-Market  CIO/IT  Vendor 
Relations  Playbook. 
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Stakeholder 

Relationship 

Worksheet 

Who:  Michael  Whitmer, 

CIO  and  Executive  VP  of  Operations, 
Hudson  Highland  Group 

What:  A  method  for  tracking  how  to 
most  effectively  work  with  decision¬ 
making  executives 

Why:  Every  stakeholder  has  a  different 
communication  style,  priorities  for  IT  and 
the  business,  and  personal  goals.  Keeping 
track  of  these  individuals'  characteristics 
on  a  worksheet  and  using  that  information 


to  form  personal  relationships  can  make  or 
break  a  CIO  and  his  IT  initiatives. 

How:  When  Whitmerfirst  came  to  Hud¬ 
son,  he  wanted  to  immediately  establish 
relationships  with  the  top  stakeholders 
across  the  company.  The  Relationship 
Worksheet  keeps  the  intelligence  gleaned 
from  the  meetings  he  has  had  with  each 
in  front  of  him,  Having  this  information 
in  a  single,  organized  form  allows  him  to 
easily  refer  to  it  for  issues  as  simple,  yet 
fundamental,  as  knowing  which  execu¬ 
tives  prefer  to  communicate  solely  by 
electronic  means  and  which  prefer  to  talk 
in  person.  But  it  was  the  decision  of  what 
to  include  in  the  worksheet-particularly 
the  question,  "What  can  I  do  to  make  your 


Michael 

Whitmer 


job  better?"-that 
got  the  best  reac¬ 
tion  and  formed 
the  personal 
foundation  for  many 
relationships.  It  has  even 
saved  one,  Whitmer  says: 

Instead  of  constantly  being 
at  odds  over  differing  viewpoints  and  pri¬ 
orities  with  one  stakeholder,  this  colleague 
has  agreed  to  disagree  on  many  matters 
because  both  know  the  other  is  approach¬ 
ing  the  situation  with  a  good  faith  attempt 
to  understand  the  other  side. 

ggt^.  To  download  the  tool,  go  to  the 
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ROMAN  COBA,  McCAIN  FOODS 

TARGET  BUSINESS  PROCESSES 
My  underlying  theme  when  talking  about  alignment  to 
anyone  in  the  company  is  the  opportunity  to  gain  greater 
value  from  current  or  planned  IT  investments.  We  can’t 
do  that  alone;  the  bulk  of  that  value  comes  from  improved 
business  processes.  So  I  have  the  dual  goals  of  selling  the 
business  on  the  idea  of  letting  IT  lead  process  reviews  and 
instilling  a  business-focused  attitude  in  my  team.  Neither 
can  be  achieved  overnight. 

The  first  requires  a  true  partnership.  If  business  units  see 
us  as  an  adversary  in  any  way,  they  won’t  let  us  influence  or 
change  their  processes.  My  own  relationships  at  the  execu¬ 
tive  level  are  critical  to  this,  but  trust  must  exist  down  the  line 
through  constant  reinforcement  of  being  a  business-focused 
IT  organization.  In  my  weekly  managers  meetings,  we  do  a 
review  of  the  business  first— financials,  market  trends,  priori¬ 
ties  and  concerns— and  then  talk  about  technology-specific 
issues.  This  cascades  into  every  IT  group,  and  as  CIO,  I  am  a 
vocal  evangelist  through  town  halls  and  newsletters. 


JOEL  SCHWALBE,  CNL  FINANCIAL  GROUP 

SEEK  BUSINESS  MENTORS 

IT,  quite  simply,  is  part  of  the  business,  and  if  we  don’t 
think  about  our  role  like  that,  alignment  won’t  happen. 

Our  Business  Sensibility  Program  is  designed  to  enable  this 
way  of  thinking.  The  core  of  it  is  a  mentor  program  that  every 
IT  employee  is  strongly  encouraged  to  participate  in;  metrics 
for  it  are  integrated  into  their  performance  appraisals. 

I  asked  our  IT  Governance  Committee,  made  up  of  all  the 
C-level  executives,  to  encourage  their  people  to  be  mentors 
because  an  IT  group  that  understands  the  business  can  only 
make  the  business  better.  That  got  their  initial  support,  but 
more  than  a  year  in,  they’ve  said  that  they  are  learning  as 
much  from  us  as  we  are  from  them.  And  we’re  learning  a  lot, 
gaining  intelligence  through  this  less  formal  interaction  to 
inform  project  and  system  initiatives  that  we  would  never 
have  had  otherwise.  We’ve  had  some  terrific  experiences, 
and  now  we  are  gathering  specific  ideas  from  the  mentors— 
such  as  suggested  books,  papers  and  other  readings— to 
improve  the  quality  of  the  relationships  across  the  board. 


In  today's  lean  IT  environments,  automation  is  the  most 
efficient  way  to  ease  data  security  demands  while  enabling 
staff  to  focus  on  revenue-generating  activities.  IT  managers 
must  look  to  implement  automation  solutions  built  on  best 
practices  for  quick  ROI  and  reliable  performance. 


Software 


Read  more  of  what  your  peers  are  saying  on  Security  at 
leanit.socialmedia.com/leanit 
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Shared  services  are  back  in  vogue, 
driven  by  the  economy,  the  cloud 
and  new  ways  to  collaborate 

BY  THOMAS  HOFFMAN 


The  world's  top  hotel  companies  have  collectively  invested  tens  of  millions  of  dollars  to 
implement  their  own  customized  reservation  systems— considered  the  heart  of  their  opera¬ 
tions.  Each  hotelier  views  the  capabilities  of  these  systems  as  providing  them  with  some 
competitive  advantage  over  how  they  calculate  rates  and  room  availability. 

But  the  transaction-processing  side  is  considerably  more  mundane  than  the  algorithms 
that  put  individual  guests  in  rooms.  While  the  hoteliers  aren’t  quite  at  the  point  of  viewing 
hotel  reservations  as  a  commodity  service,  the  potential  cost  savings  that  could  be  gleaned 
from  the  creation  of  a  shared,  industrywide  system  is  enough  of  an  enticement  to  have 
brought  the  CIOs  from  these  companies  together  to  explore  the  possibilities. 

During  the  past  six  months,  board  members  for  Hotel  Technology  Next  Generation 
(HTNG)— a  global  trade  association  of  hoteliers  and  technology  companies  that  includes 
Starwood  Hotels  &  Resorts  Worldwide,  Marriott  International,  Hyatt  and  InterConti¬ 
nental  Hotels  Group— have  been  actively  discussing  possible  areas  for  shared  services 
among  participants,  including  shared  property  management  systems,  reservation  systems 
and  networks. 

“It’s  a  preliminary  discussion  right  now,”  says  Tom  Conophy,  CIO  for  global  IT  at  Inter¬ 
Continental  Hotels  Group  in  Atlanta.  “But  there  is  a  desire  to  explore  where  you  can  share 
infrastructure  or  applications,  like  financial  apps,  that  are  less  competitive  from  a  guest 
point  of  view.” 

“It’s  a  great  example  of  an  untapped  opportunity  in  the  hospitality  industry,"  adds  Todd 
Thompson,  CIO  at  Starwood.  He  believes  that  a  shared  hotel  reservation  system  will  eventu- 
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ally  evolve,  likely  with  one  or  more  tech  vendors  making  their 
systems  scalable  enough  for  use  across  many  major  hotel  com¬ 
panies  by  offering  them  as  a  shared  service. 

Interest  among  CIOs  in  sharing  software  applications,  IT 
infrastructure  and  services  such  as  server  and  storage  capacity 
isn’t  limited  to  the  hospitality  industry.  For  instance,  discus¬ 
sions  are  underway  in  both  the  real  estate  and  insurance  indus¬ 
tries,  where  interest  among  larger  companies  to  host  vertical 
applications  for  smaller  organizations  is  “red  hot,”  says  Rob 
Scott,  managing  partner  at  Scott  &  Scott,  a  Dallas-based  law 
firm  that  specializes  in  software  licensing. 

In  May,  25  of  the  nation’s  top  research  universities  convened 
at  Indiana  University  to  explore  the  potential  for  sharing  a 
range  of  IT  services,  infrastructure  and  software  applications, 
including  mirrored  sites  for  disaster  recovery,  high-perfor¬ 
mance  computers  used  for  research,  large-scale  storage  systems, 
Web  hosting  and  help  desk  operations,  says  Jerrold  Grochow, 
vice  president  of  information  services  and  technology  at  the 
Massachusetts  Institute  of  Technology. 

The  idea  of  IT  services  shared  among  industry  rivals  isn’t 
new,  but  attempts  to  establish  them  have  a  spotty  track  record. 
Previous  initiatives,  such  as  an  effort  in  the  early  1990s  to  form 
a  shared  travel  reservation  network  called  Confirm  was  started 
but  never  materialized,  though  it  was  backed  by  Sabre  Holdings, 
American  Airlines  and  a  few  other  travel  industry  players.  Oth¬ 
ers  have  prevailed,  including  SITA,  a  provider  of  air  transport 
communications  and  IT  systems  that  was  owned  and  operated 
by  members  of  the  air  transportation  industry. 

But  the  odds  of  success  are  improving,  and  with  them  is  a 
renewed  desire  among  CIOs  to  engage  in  shared  IT  endeavors. 


For  starters,  CIOs  are  under  tremendous  pressure  to  reduce 
costs,  but  many  have  exhausted  the  tried  and  true  techniques 
for  doing  so,  such  as  offshore  outsourcing,  data  center  consoli¬ 
dation  and  server  and  storage  virtualization. 

Meanwhile,  the  technological  world  has  been  transformed 
by  the  global  expansion  of  broadband  networks,  open  source 
and  the  emergence  of  cloud  computing,  which  make  any  dis¬ 
cussion  about  sharing  systems  considerably  more  practical. 
Together,  these  developments  may  induce  companies  to  find 
solutions  to  typical  obstacles  concerning  management  and 
control  of  shared  environments. 

“With  the  advent  of  cloud  computing,  I  think  that’s  going  to 
open  up  the  doors  to  this  type  of  collaboration,”  says  Conophy. 

Why  Share  Now? 

Renewed  interest  in  sharing  IT  services  across  companies  has 
been  percolating  since  the  economy  began  to  tank  last  year— 
and  corporate  executives  began  considering  nontraditional 
ways  of  cutting  IT  costs. 

“Consider  a  large  investment  bank  that  invested  hundreds 
of  thousands  of  dollars  in  additional  server  capacity  during  the 
last  bull  market  to  support  additional  business,”  says  Howard 
Rubin,  a  Gartner  fellow  and  professor  emeritus  of  computer 
science  at  Hunter  College  of  the  City  University  of  New  York. 
What  can  that  bank  do  with  its  excess  capacity?  Open  access  to 
it,  says  Rubin,  through  what  he  calls  a  “technology  commons”— 
an  arrangement  to  share  infrastructure  services  the  way  New 
England  farmers  used  to  share  grazing  lands.  By  leasing  or 
renting  that  capacity  to  other  industry  firms,  an  investment 
bank  could  generate  additional  revenues,  lower  its  fixed  IT 


A  Structure 
for  Sharing 
Services 

Choose  a  corporate 
model  that  fits 
your  mission 

Once  IT  leaders  agree  that 
they  want  to  form  a  shared  ser¬ 
vices  outfit,  the  first  thing  they 
should  do  from  a  legal  standpoint 
is  determine  the  corporate  struc¬ 
ture  that  best  fits  the  business 
model  that  participants  have  in 
mind,  says  Rob  Scott,  managing 
partner  with  the  technology  law 
firm  Scott  &  Scott. 

Scott  says  that  limited  liability 


companies  tend  to  work  well 
because  they  provide  participat¬ 
ing  organizations  with  the  flex¬ 
ibility  of  a  partnership  along  with 
some  of  the  legal  protections  of  a 
corporation. 

Think  carefully,  too,  about 
whether  you  want  a  for-profit  or 
nonprofit  company,  InterContinen¬ 
tal  Hotels  Group  CIO  Tom  Conophy 
thinks  a  for-profit  model  may  work 
better  than  a  nonprofit  because 
the  shared  services  organization 
and  the  participating  partners 
would  have  greater  incentive  to 
invest  in  new  technologies  and 
otherwise  improve  its  operations. 

On  the  other  hand,  NetHope, 
which  provides  shared  technology 
services  to  many  international 


relief  organizations,  is  set  up  as  a 
nonprofit  to  reflect  the  mission  of 
its  members.  'You  don't  achieve 
[that]  designation  unless  you're 
giving  something  back  to  the  com¬ 
munity,"  says  Ed  Grainger-Happ, 
U.S.  and  U.K.  CIO  with  Save  the 
Children,  a  NetHope  member. 

Participants  in  shared  services 
organizations  should  also  plan 
for  dissolving  the  entity,  says 
Scott.  Action  items  should  include 
determining  how  to  distribute 
proprietary  information  housed 
by  the  entity,  who-if  any  of  the 
members-has  the  right  to  use 
the  trade  name  for  the  group  and 
who's  responsible  for  any  "wind¬ 
up"  costs  before  shuttering  the 
business,  he  says.  -T.H. 
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Steven  John,  CIO  at  H.B  Fuller, 
says  shared  services  organiza¬ 
tions  work  best  when  participants 
establish  clear  lines  of  authority 
and  accountability. 


costs  and  channel  more  investment 
into  money-making  IT  and  business 
projects,  says  Rubin. 

Shared  IT  services  have  already 
taken  root  in  academia  and  among 
nongovernmental  organizations 
(NGOs— nonprofits  that  run  aid 
programs).  In  2001,  NGOs  led  by 
Save  the  Children,  along  with  Cisco, 
formed  NetHope,  a  nonprofit  IT  con¬ 
sortium  of  26  international  organiza¬ 
tions  whose  members  now  include 
ChildFund  International,  Relief 
International  and  World  Vision. 

NGOs  have  extremely  lean  IT  bud¬ 
gets,  so  they  were  thrust  together  by 
a  common  need,  says  Ed  Grainger- 
Happ,  U.S.  and  U.K.  CIO  with  Save 
the  Children.  NetHope’s  slogan,  in 
fact,  is,  “Collaborate  or  perish.” 

NetHope  provides  its  members 
with  technology  such  as  shared  satel¬ 
lite  services  in  geographies  where  con¬ 
nectivity  is  scarce,  including  parts  of 
Africa  and  Asia.  Sharing  satellites  and 
ground  stations  is  cheaper  than  having 
your  own  equipment,  says  Khuloud 
Odeh,  former  CIO  at  CHF  Interna¬ 
tional,  a  development  and  humanitar¬ 
ian  aid  organization. 

As  a  nonprofit,  NetHope  operates  on 
grants  from  companies  such  as  Micro¬ 
soft  and  Accenture  as  well  as  annual 
membership  fees  from  its  participants. 

Members  pay  between  $8,000  and 
$20,000  annually,  depending  on  their 
size.  NetHope  recently  conducted  an 
ROI  study  for  its  members  and  deter¬ 
mined  that  the  typical  participant  achieved  a  return  of  more  than 
475  percent  on  their  membership  fees,  says  Grainger-Happ. 

ERP,  Community  Style 

Some  academic  institutions  have  looked  to  shared  software 
development  to  provide  applications  that  drive  down  IT  and 
operating  costs.  In  early  July,  Colorado  State  University  and  San 
Joaquin  Delta  College  each  implemented  an  ERP-style  finan¬ 
cial  system  that  they  codeveloped  with  other  members  of  the 
Kuali  Foundation,  a  group  of  31  colleges  and  universities  that 
also  includes  the  University  of  Arizona,  Indiana  University 
and  Cornell  University.  Collectively,  the  group  has  invested  $9 
million  toward  software  development  for  the  project,  says  Brad 
Wheeler,  vice  president  for  information  technology  and  CIO  at 
Indiana  University. 

The  “soup  to  nuts”  system  includes  general  ledger,  accounts 
payable,  accounts  receivable  and  other  financial  modules.  The 
Kuali  Foundation  ran  the  ERP  project  as  a  community  initiative, 
and  next  month,  Wheeler  says,  it  will  be  made  available  under 


an  open-source  license. 

For  its  part,  Indiana  University  contributed  five  software 
developers  from  Wheeler’s  700-person  staff  to  help  with  the  ERP 
project  from  its  launch  in  the  summer  of 2005.  While  the  project 
demanded  a  lot  of  time  and  attention  from  Wheeler  and  other 
founders— including  defining  the  modules  that  would  be  devel¬ 
oped  and  setting  time  lines— he  says  it  was  worth  the  effort  to  build 
a  system  that  better  fit  higher  education  business  processes. 

Wheeler  observes  that  some  large  universities  have  invested 
more  than  $100  million  to  purchase  and  install  third-party  ERP 
systems  in  recent  years.  Besides  saving  each  of  the  participants 
millions  in  software  licensing  and  implementation  costs,  each 
of  the  participating  college  IT  staffs  know  the  ins  and  outs  of  g 
the  Kuali  system,  says  Wheeler.  Although  each  institution  will  w 
host  its  own  system,  a  core  group  will  continue  to  share  soft-  jjj 

ware  development.  < 

>- 
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The  Devil  in  the  Details  g 

Getting  the  benefits  of  shared  IT  services,  however,  requires  a. 
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Do  we  want  100  people 
working  on  developing 
and  maintaining  a  hotel 
reservation  system? 

Or  focused  on  building 
innovative  solutions  for 
our  company?' 


irr 


-Todd  Thompson,  CIO,  Starwood  Hotels  &  Resorts  Worldwide 


a  lot  of  negotiation  and  hand  holding.  These  partnerships  are 
fraught  with  challenges  ranging  from  contractual  issues  to 
security  and  liability  concerns. 

Interim  discussions  among  the  top  research  universities 
touched  on  some  of  the  potential  difficulties  they  would  face, 
including  how  service-level  agreements  would  be  structured 
and  how  the  group  would  resolve  differences  when  partici¬ 
pants  are  split  on  adding  new  technological  capabilities,  says 


MIT’s  Grochow.  “There  would 
have  to  be  a  significant  amount 
of  attention  paid  to  this,”  he 
adds,  referring  to  the  myriad 
legal  questions  inherent  in  a 
shared  services  arrangement. 

Issues  such  as  where  com¬ 
petitive  data  or  a  set  of  appli¬ 
cations  resides  physically 
takes  time  to  resolve,  notes 
CHF  International’s  Odeh, 
as  does  developing  a  level  of 
trust  between  participants. 
Entrusting  IT  operations  to 
an  outsourcing  provider  with 

an  established  track  record  “is 
» 

one  thing,”  says  Steven  John, 
CIO  at  H.B  Fuller,  a  specialty  chemical  manufacturer.  “Shar¬ 
ing  IT  resources  with  another  entity  is  a  higher  degree  of  risk,” 
he  adds.  Running  a  shared  service  or  hosted  application  “isn’t  a 
core  business  for  the  organization  and  the  participants  typically 
don’t  have  the  experience  running  such  an  operation.” 

From  2001  to  2007,  John  was  the  CIO  at  Agriliance,  a  for¬ 
mer  joint  venture  between  Land  O’Lakes  and  CHS,  which  was 
the  largest  distributor  of  pesticides  and  fertilizers  in  North 
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"A  large  medical  service  provider  recently  came  to  us 
who  had  never  performed  a  disaster  recovery  test 
anywhere  with  anyone  before.  And  they  were  very 
apprehensive  about  the  whole  process." 
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CIOs  who  consider  hosting  IT  services 
for  multiple  organizations  face  an 
uphill  battle  with  senior  management, 
particularly  if  the  service  "isn't  core 
to  the  rest  of  your  organization's 
business...[or  takes]  cycles  away  from 
the  normal  fob  of  a  CIO." 

-Beach  Clark,  CIO,  Atlanta's  Georgia  Aquarium 


America.  As  one  of  the  parent 
companies  of  Agriliance,  Land 
O’Lakes  ran  the  IT  infrastruc¬ 
ture  for  the  joint  venture.  Even¬ 
tually,  the  two  firms  shared 
some  software  licenses.  Both 
companies  were  happy  with 
the  relationship  (it  dissolved  in 
2007  when  the  partners  decided 
they  could  make  more  money  on 
their  own). 

“I  think  it  worked  because  it 
involved  a  parent  company  and 
a  child  company,”  with  clear 
lines  of  authority  and  account¬ 
ability,  says  John. 

There  are  barriers  inherent  in 
corporate  culture,  as  well.  For  about  a  year,  officials  at  Franklin 
W.  Olin  College  of  Engineering  in  Needham,  Mass.,  and  nearby 
Wellesley  and  Babson  colleges  have  been  exploring  different 
ways  to  share  their  existing  IT  resources  under  a  possible 
barter-type  arrangement  where  no  cash  changes  hands.  The 
discussions  have  covered  a  range  of  options,  including  the  pos¬ 
sibility  of  extending  to  Wellesley  the  fiber-optic  connection  that 
already  links  the  Olin  and  Babson  campuses  so  that  the  three 
schools  could  share  storage  and  other  systems.  It  would  also 
improve  the  experience  of  students  who  cross-register  across 
the  three  campuses.  Workgroups  studying  the  viability  of  shar¬ 
ing  business  continuity  platforms,  archiving  and  storage  plan  to 
present  their  findings  to  a  group  comprised  of  VPs  for  academic 
affairs,  administration  and  finance  by  October.  “Everything  is 
on  the  table”  if  there  are  cost-savings  or  other  efficiencies  that 
can  be  achieved,  says  Joanne  Kossuth,  vice  president  of  opera¬ 
tions  and  CIO  at  Olin. 

Yet  institutional  challenges  may  arise  when  it  comes  to 
prioritizing  and  implementing  the  recommendations  of  the 
workgroups.  On  one  hand,  says  Kossuth,  “there’s  a  built-in  need 
that  people  have  to  own  everything  related  to  their  organization. 
It’s  hard  for  people  to  [share  services]  because  they’re  vested 
in  their  job  functions  and  they’re  vested  in  their  organization’s 
ownership  of  that  function.” 

IT  leaders  also  worry  about  creating  additional  work  for 
staffers  who  would  have  to  run  any  shared  environments.  “We 
have  to  try  to  figure  out  ways  to  do  this  without  making  it  overly 
burdensome  for  staff  at  the  respective  schools,”  Kossuth  notes. 

Then  there’s  the  popular  conviction  that  you  can’t  (or 
shouldn’t)  trust  anyone  who  isn’t  on  your  payroll. 

Among  executives  in  the  utilities  sector,  there’s  an  embedded 
belief  “that  they  need  to  control  their  own  destiny,”  says  Michael 
J.  Carlson,  former  vice  president  and  CIO  at  Xcel  Energy,  who 
recently  left  to  lead  smart  grid  operations  for  GridPoint. 

Any  attempt  to  share  IT  resources  among  utilities  would 
also  likely  be  heavily  scrutinized  by  state  regulators,  thus  add¬ 
ing  costs  and  effort  that  may  make  shared  services  not  worth 
pursuing,  Carlson  adds. 

CIOs  who  consider  hosting  IT  services  for  one  or  more  orga¬ 
nizations  would  face  the  uphill  battle  of  gaining  buy-in  from 


others  in  senior  management,  particularly  if  the  service  “isn’t 
core  to  the  rest  of  your  organization’s  business  and  if  it  would 
take  cycles  away  from  the  normal  job  of  a  CIO,”  says  Beach 
Clark,  CIO  at  the  Georgia  Aquarium  in  Atlanta.  Clark  notes  that 
an  industry  consortium  is  building  software  for  keeping  animal 
records.  “It’s  years  behind  schedule,  so  there’s  some  skepticism” 
among  his  senior  executive  peers.  “I  think  we  will  follow  the 
lead  of  some  of  our  peers  in  the  industry  on  adopting  [it].” 

Ways  to  Make  Shared  Services  Work 

Assuming  that  you  can  get  past  the  philosophical  objections,  the 
remaining  obstacles  and  risks  can  be  addressed  through  legal 
agreements  and  well-designed  governance  processes. 

A  board-type  structure  where  each  of  the  major  partici¬ 
pants  has  some  level  of  representation  is  important  for  such 
purposes,  says  Scott.  He  says  it’s  acceptable  to  have  one  of  the 
members  serve  as  the  president  or  CEO  of  the  entity  “since  real¬ 
istically,  most  of  these  consortia  are  going  to  be  tantamount  to 
closely  held  businesses  with  a  small  number  of  stakeholders 
involved.”  Plus,  because  shared  services  organizations  are  typi¬ 
cally  formed  to  help  member  companies  reduce  costs,  “you’re 
not  looking  to  add  labor  costs”  by  hiring  executives  to  run  the 
business,  Scott  adds. 

The  rules  should  include  policies  for  vendor  selection  and 
vendor  management,  as  well.  “You  run  into  this  problem  where 
one  of  the  members  may  have  a  close  or  strong  relationship  with 
a  particular  vendor,  and  it’s  really  the  strength  of  the  combined 
group  that  helps  you  to  gain  bargaining  power  in  the  market¬ 
place,”  says  Scott.  As  such,  it’s  important  to  establish  clearly 
defined  processes  for  vendor  selection  and  management,  even 
down  to  such  details  as  the  dollar  value  of  gifts  that  participants 
can  receive  from  vendors. 

But  tread  carefully:  Some  ill-fated  consortia  were  weighed 
down  by  too  much  planning  and  bureaucratic  decision  mak¬ 
ing,  observes  Indiana  University’s  Wheeler.  He  says  he’s  seen 
groups  with  big  charters  go  heavy  on  governance  and  achieve 
far  less. 

Wheeler  points  to  a  previous,  unsuccessful  attempt  by  a 
closed  group  of  university  investors  and  a  vendor  to  develop 
a  financial  system  in  2003.  That  was  “before  open-source 


SEPTEMBER  1,  2009  www.cio.com 


development  models  had  made  such  progress  [in  creating] 
enterprise- scale  application  software,”  he  says. 

The  hoteliers  hope  to  avoid  such  mis¬ 
takes.  With  respect  to  sharing  a  hotel 
reservation  system,  participants  are 
discussing  how  much  flexibility  they 
would  have  to  modify  the  functionality 
to  suit  the  individual  company’s  needs, 
says  Conophy. 

“What  you  need  is  freedom  in  a 
framework,”  he  adds,  meaning  that 
any  agreement  to  share  software  would 
include  provisions  entitling  participants 
to  customize  portions  the  application.  It 
might  be  similar  to  the  open-source  model  of  the  universities’  Kuali 
Foundation,  without  the  reciprocal  sharing  of  modifications. 

Also,  the  service  being  delivered  has  to  be  as  good,  if  not  bet¬ 
ter,  than  what  IT  organizations  are  currently  providing  in-house, 
says  Gary  Curtis,  global  managing  director  for  Accenture  Tech¬ 
nology  Consulting  (he  is  not  involved  with  NetHope).  Curtis  has 
worked  with  multinational  companies  to  restructure  IT  opera¬ 
tions,  including  incorporating  shared  services  within  some  of 
them.  He  notes  that  whether  a  shared  services  provider  is  an 
independent  company  that’s  established  by  member  firms  or  a 
member  hosting  an  IT  service,  it  “has  to  pass  the  same  test”  as 


an  outsourcer,  such  as  an  audit  to  demonstrate  it  has  the  proper 
controls  and  governance  in  place  for  operating  the  service. 

Finally,  to  address  privacy  and  security  concerns,  it’s  impor¬ 
tant  for  shared  services  participants  to  be  clear  up-front  about  the 
types  of  data  that  need  to  be  kept  private  and  the  information  that 
can  be  shared  freely  among  members,  says  Grainger-Happ.  Con¬ 
fidentiality  arrangements  should  be  written  tightly  to  prevent 
one  or  more  participants  from  taking  proprietary  information  or 
processes  away  from  any  of  the  other  members,  advises  Scott. 

The  attorney  goes  further,  cautioning  that  participants  install 
strong  accounting  and  internal  controls  to  prevent  any  members 
from  filching  funds.  That’s  actually  happened:  Scott  points  to  a 
group  of  insurance  competitors  who  formed  an  organization 
to  provide  shared  technology  services  only  to  discover  missing 
money  about  eight  months  ago. 

In  the  end,  CIOs  have  to  decide  which,  if  any,  IT  activities 
could  be  shared  or  operated  by  another  business  in  order  to 
drive  down  operating  costs  and  free  up  precious  resources 
for  more  ground-breaking  endeavors.  “Do  we  want  100 
people  working  on  developing  and  maintaining  a  hotel  res¬ 
ervation  system?”  asks  Starwood’s  Thompson.  “Or  do  we 
want  100  people  focused  on  building  innovative  solutions  for 
our  company?”  BZ3 


Thomas  Hoffman  is  a  freelance  writer  based  in  New  York. 
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The  test  was  extremely  successful.  Now,  they  rely  on  us 
as  an  advisor  and  an  extension  of  their  business.  As  the 
leader  in  disaster  recovery,  our  customers  trust  our  name 
and  trust  that  we  have  their  best  interests  at  heart." 


Bill  Civatte 

Customer  Care 
Manager 

SunGard  Availability 
Services 


1 0,000  customers  like  Bill's  rely  on  SunGard  Availability  Services  to  keep  their  information  up  and  running.  With 
services  like  AdvancedRecovery  we  provide  our  customers  with  accurate  backup  of  their  information  and  a 
place  to  use  it.  As  the  leader  in  disaster  recovery  with  a  100%  recovery  record,  we  deliver  integrated  solutions 
to  keep  your  organization's  people  and  information  connected,  both  today  and  as  your  needs  evolve.  To  design 
your  solution,  visit  www.sungardservices.com/RL13  or  call  1-866-609-0861. 


SUNGARD 

Availability  Services 


CIO 


SALES  AND  SERVICES 


C/OSALESOFFICES 

President  and  CEO 

Michael  Friedenberg 
508935-4310 

Group  Publisher 

Bob  Melk*  415  975-2685 

Publisher  Emeritus 

GaryJ,  Beach 
508935-4202 

Vice  President,  Sales 

Adam  Dennison 
508935-4087 

Senior  Sales  Operations 
Coordinators 

Christine  McKay 
508988-7836 
Bethany  Whiffin 
508935-4092 

EAST COAST 
Regional  Sales  Manager 

Ellie  St.  Louis 
201634-2332 

Senior  Sales  Associate 

Norma  Tamburrino 
201634-2329 
Fax  *201 634-9513 

NEW  ENGLAND/CENTRAL 
Regional  Sales  Manager 

Brett  Ferry  •  508  935-4684 

Sales  Associate 

Lauren  Costello 
508935-4154 

WEST COAST 
Regional  Sales  Manager 

Kevin  Ebmeyer  •  415  975-2684 


Advertising  Sales  Associate 

Lawrence  Fu  •  415  975-2683 

Regional  Sales  Manager 

Ai  Collins -415  975-2686 

Advertising  Sales  Associate 

Meghan  Shepp  •  415  975-2687 

CUSTOM  SOLUTIONS 
GROUP 

Vice  President 

Charles  Lee 
508820-9106 

Editorial  Director 

Jim  Malone 

Senior  Managing  Editor 

Debra  Bulkeley 

Managing  Editor 

AnneTaylor 

Senior  Project  Operations 
Manager 

AmyGreenleaf 

Project  Managers 

Karen  Capland, 

Amy  Freeman 

ONLINE  SALES 

Vice  President,  Online  Sales 

BrianGlynn  •  508935-4586 

Online  Regional 
Sales  Manager,  East  Coast 

Richard  Flartman 
508935-4487 

Online  Regional  Sales 
Manager,  West  Coast 

Stacy  Byrne -415  975-2681 
Erika  Karr*  415978-3329 


Manager,  Online  Account 
Services 

DanielleTetreault 

508988-7969 

Online  Account  Services 
Specialists 

Jennifer  Malkasian 

508988-6765 

EliseRyan 

508988-7819 

Tara  Shea 

508988-7877 

LIST  SERVICES 

Contact  Stephen  Tozeski 
of  IDG  List  Services  at 
508  370-0822  or 
stozeski@idglist.  com. 

For  further  sales 
information: 

www3.cio.com/marketing/ 

contact/sales_contact.html 

CIO  is  published  in  the 
U.S.aswellasin: 
Argentina,  CIO  Cono  Sur 
http://conosur.  cio.  com 
Australia,  CIO  Australia 
www.cio.idg.com.au 
Brazil,  CIO 
www.cio.com.br 
Bulgaria.  CIO  Bulgaria 
www.cio.bg 
Canada,  CIO  Canada 
cio.  itworldcanada.  com 
China,  CE0CI0  China 
www.ceocio.com.cn 


Finland,  CIO 

www.cio.fi 
France,  CIO  France 
www.cio-online.com 
Germany,  CIO  IT- 

Strategiefur  Manager 
www.cio.de 
India,  CIO  India 
www.cio.in 

Japan,  CIO  Magazinejapan 
www.ciojp.com 

New  Zealand, 

CIO  New  Zealand 
www.cio.co.nz 

Norway, 

CIO  Computerworld  Forum 
www.idg.no/cio 
Pakistan,  CIO  Pakistan 
www.ciopakiston.com 

Poland,  CIO 

www.cio.cxo.pl 

Portugal,  CXO 
Russia,  Chief  Information 
Officer  Magazine 
www.cio.ru 
Singapore,  CIO  Asia 
www.cio-osia.com 
South  Korea,  CIO  Korea 
www.  ciokorea.  com 
Sweden,  CIO  Sweden 
www.cio.idg.se 
Taiwan,  CIOTaiwan 
www.cio.com.tw 
United  Kingdom, 

CIO  Magazine 
www.cio.co.uk 


INDEX  OF  COMPANIES  AND  ADVERTISERS 


Page  numbers  refer  to  the  first  page  of  the  artide(s)  in  which  the  company  has  a  substantial  mention. 

This  index  is  provided  as  a  service  to  readers.  The  publisher  does  not  assume  any  liability  for  errors  or  omissions. 


COMPANY  INDEX 

Accenture  .  42 

Aflac . 35 

AgrilianceLLC . 43 

Alcatel-Lucent . 18 

Amazon.com  Inc . 8,10,24 

AmericanAirlines . 40 

Apple  Inc . 10,12 

AT&T  . 10 

AutoNation . 12 

Babson  College . 44 

Cameron . 31 

CenterforCIO  Leadership . 20 

CHF  International . 42 

ChildFund  International . 42 

Cisco  Systems  Inc . 8, 42 

ClearwireUSLLC . 32 

CNL  Financial  Croup  Inc . 34 

Comcast . 10 

CVS  Caremark . 32 

Diamond  Management  &  Technol- 
ogyConsultantsInc.  ...28,31 
Enterprise  Strategy  Group  ....  23 

Facebook . 10, 30 

ForresterResearch . 10,16,17 

Franklin  W.  Olin  College  of 

Engineering . 44 

Georgia  Aquarium . 44 

GridPointlnc . 44 

H.B.  Fuller  . 43 

Fiewlett-Packard . 8 


Hunter  College  of  the  City  University 


of  New  York . 40 

HyattCorp . 6,38 

IDC . 8,23 

InterContinental  Hotels  Group  6,38 

Kuali  Foundation  . 42 

Land  0'Lakes  Inc . 43 

Lantmannen  . 26 

Level  3  Communications  LLC .  .  .  32 

Macy'slnc . 12 

Marriott  International  Inc.  ,  .  .6,38 
Maryland  Automobile  Insurance 

Fund . 36 

Massachusetts  Institute  of 

Technology . 40 

McCain  Foods  Ltd . 34 

MetLife . 32 

MicrosoftCorp . 6, 8, 10, 42 

Mint  Software  Inc . 20 

MIT  Sloan  School  of 

Management . 12 

NetApp . 8 

NetHopeLLC . 40 

Nirvanixlnc . 24 

Northrup  Grumman  Corp . 12 

NPDGroupInc . 18 

Orrick,  Herrington  &  Sutcliffe  LLC  24 

Ovation  Marketing  . 12 

Ovum  . 24 

Partners  in  Leadership  . 31 

Pew  Internet  &  American  Life 


Project  . 17 

Plastic  Logic  Ltd . 10 

PNC  Financial  ServicesGroup  .  .  20 

Portland  Fish  Exchange . 16 

Proctor  &  Gamble . 24 

Progress  Software  Corp . 17 

Relief  International . 42 

Research  in  Motion  Ltd . 12 

Riverbed  Technology  Inc . 8, 26 

Sabre  Holdings  Corp . 40 

Sacred  Wind  Communications  ,  48 

Samsung . 10 

Sanjoaquin  Delta  College . 42 

Save  the  Children . 40 

Scott  &  Scott  LLP  . 40 

SITA . 40 

Sony  Corp.  of  America . 10 

Starwood  Hotels  &  Resorts  World¬ 
wide  Inc . 6,38 

Swiss  Re . 12 

Symantec  Corp . 24 

Telligent . 24 

The  Conference  Board  Inc.  ..18,33 

TowerGrouplnc.,The  . 20 

Tuscan  Electric  Power  Co . 24 

Twitter . 8,10,30,33 

Tyco  Electronics . 12 

U.S,  Department  of  Commerce  .  .  . 

. 10,16 

U.S.  Department  of 

Transportation . 18 


Universityof  Arizona . 42 

Universityoflndiana . 40 

UPS  Inc . 12 

Verizon . 10 

WellesleyCollege . 44 

Wesabe . 20 

Whirlpool  Corp . 34 

World  Vision  Inc . 42 

Xcel  Energy . 44 

Yahoo  Inc . 6 

YouTube  LLC . 10 

ADVERTISER  INDEX 

ACS . 4 

CAInc . 36a,  37 

CDWCorp . 22 

Citrix  Systems  Inc . 7 

CXO  Media  Inc.  .  .  .13,14,25,41,47 

Ektronlnc . 21 

Forsythe . 19 

Fujitsu . 27 

Hewlett-Packard  Co . C4 

IBM  Corp.  (regional) . 14 

Intel  Corp . 24a 

Interactive  Intelligence  Inc . 11 

MicrosoftCorp . C2 

PhoneFactorlnc . 9 

Qwest  Communications . C3 

SogetiUSA . 29 

SprintNextel . 2 


SunGardAvailabilityServices  43,45 


CIO  CONTACT 
INFORMATION 

Editorial,  Advertising  and 
Business  Offices:  CXO  Media 
Inc.,  492  Old  Connecticut  Path, 

P.O.  Box  9208,  Framingham,  MA 
01701-9208, 508  872-0080. 

C/0(ISSN  0894-9301)  is  published 
semi-monthly  except  for  combined 
issues  Dec  15/Jan  1,  Feb  15/Marl, 
Mar  15/Apr  1,  Apr  15/May  l.Jul  15/ 
Aug  1,  Aug  15/Sep  1  by  CXO  Media 
Inc.  Periodicals  postage  paid  at 
Framingham,  MA,  and  at  additional 
mailing  offices.  Canada  Publica¬ 
tions  Mail  Agreement  Number 
PM40063731.  CANADIAN  POST¬ 
MASTER:  Please  return  undeliver¬ 
able  copy  to  P.O.  Box  1632,  Windsor, 
0NN9A7C9. 

Reprints  &  Permissions: 

For  information  about  reprints 
and  copyright  permissions, 
please  contact  The  YGS  Group, 
800-290-5460,  ext.  128, 
cio@>they gsgroup.com. 

Photocopy  Rights:  Permission  to 
photocopy  for  internal  or  personal 
use  or  the  internal  or  personal  use  of 
specific  clients  is  granted  by  CIO  for 
users  through  the  Copyright  Clear¬ 
ance  Center,  provided  that  a  fee  of 
$3.50  per  copy  of  the  article  is  paid 
directly  to  Copyright  Clearance  Cen¬ 
ter,  222  Rosewood  Drive,  Danvers, 
MA  01970.  www.copyright.com. 
Please  specify:  ISSN  0894-9301. 
Permission  to  photocopy  does  not 
extend  to  contributed  articles  fol¬ 
lowed  by  this  symbokf. 

Subscriptions:  CIO  is  free  to 
qualified  information  executives. 

To  apply,  use  our  online  subscrip¬ 
tion  form  at  http://www.cio. 
com/subscription-services. 
Subscriptions  are  also  available  on 
a  paid  basis  at  a  rate  of  $95  for  the 
United  States  and  Canada,  $195 
International  (payable  in  U.S.  funds 
only)  and  may  beordered  online  at 
http:  //www.  cio.  com/subscription- 
services.  Or  address  inquiries  to 
CIO,  P.O.  Box  489,  Northbrook,  IL 
60065-0489:866354-1125. 
Please  allow  fourto  six  weeks  for 
a  new  subscription  to  begin.  The 
single  copy  price  is  $9  for  the  United 
States  and  Canada,  and  $15  Inter¬ 
national.  Prepayment  is  required, 
payable  in  U.S.  funds. 

Change  of  Address:  Please  goto 
http:// www.  cio.  com/subscription  - 
serv/cesandfollowtheonline 
instructions. 

Postmaster:  Send  change  of 
address  to  CIO,  P.O.  Box  489, 
Northbrook,  IL  60065-9816. 

Printed  intheU.S.A. 


SEPTEMBER  1,  2009  WWW.CiO.COtTl 


CALL 

FOR 


to  Watc  h 

AWARDS  2010 


We’re  looking  for  the  next  generation  of  standout  IT  leaders.  The 
CIO  Ones  to  Watch  Award  honors  the  rising  stars  in  IT— the  senior  staff 
destined  to  become  the  CIOs  of  the  future— as  identified  and  sponsored 
by  the  CIOs  of  today’s  leading  organizations. 


Apply 


Candidates  may  be  nominated  by  their  CIO  based  upon  several 
characteristics  including  the  proven  ability  to  lead  teams  and  change, 
drive  innovation  and  deliver  value  to  the  business.  Candidates  may 
also  nominate  themselves  or  be  nominated  by  a  colleague  -  all 
nominations  must  be  endorsed  by  a  CIO.  The  awards  are  judged  by 
a  panel  of  veteran  CIOs  experienced  in  leadership  development  and 
understand  the  characteristics  that  prepare  today’s  IT  managers  to 
be  tomorrow’s  successful  CIOs. 

Apply  today  at:  cio.com/otw 


Be  Seen  Winners  will  be  honored  during 

the  sixth  annual  CIO  Leadership 
Event  May  2-4,  2010,  at  the 
Broadmoor  in  Colorado  Springs, 
featured  in  the  May  issue  of  CIO 
magazine  and  online  at  cio.com 


Produced  by 


CIO 


BUSINESS  TECHNOLOGY  LEADERSHIP 


Don’t  Be  Late 


Nominations  accepted  through 
October  15.  For  more  information 
about  this  prestigious  program 
visit:  cio.com/cio-awards 


In  partnership  with  sister  organization 


CIO 


CIO  Executive  Council 


Leaders  Shaping  the  Future  of  Business 


Wireless  Nation 

_  » 

Throughout  a  3,200-square-mile  area  in  New  Mexico,  Sacred  Wind  Communications  is  transform¬ 
ing  the  residential  landscape  by  bringing  Internet  and  telephone  service  to  members  of  Navajo  Nation  for 
the  first  time.  The  provider  of  rural  telecommunication  services  completed  a  successful  six- month  trial 
with  a  62  percent  broadband  customer  retention  rate,  leading  the  Rural  Utilities  Services  to  fund  Sacred 
Wind  with  millions  of  dollars  to  advance  the  project.  Using  several  technologies,  including  fixed  WiMax 
and  a  fiber  backbone  that  is  targeted  to  cover  more  than  170  miles  by  late-2010,  Sacred  Wind  delivered 
home  telephone  access  to  2,400  customers  over  the  last  three  years.  The  greatest  benefit  to  this  com¬ 
munity,  says  Ben  Romero,  network  VP,  is  “the  peace  of  mind  to  be  able  to  call  9-1-1  if  emergency  service 
is  needed,  as  well  as  the  ability  to  communicate  with  loved  ones.”  By  the  end  of  next  year.  Sacred  Wind 
aims  to  expand  its  Navajo  network  by  2,000  customers.  - Simone  Levien 
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EXECUTIVE 

VIEWPOINT 


ADVERTORIAL 


The  Need  for 
Managed  Security 

As  data  threats  increase,  a  managed  security  pro¬ 
vider  is  a  cost-effective  way  to  meet  the  challenge. 


Michael  Glenn,  director  risk  management-information 

SECURITY,  QWEST  COMMUNICATIONS 

Michael  leads  a  corporate-level  information  security  organization  for  Qwest, 
a  Fortune  200  telecommunications  service  provider. 


There  are  innumerable  data  threats  and 
vulnerabilities  that  challenge  CIOs  in 
today’s  environment  of  limited  resources. 
Michael  Glenn  explains. 

What  are  today's  security  challenges? 

CIOs  struggle  to  provide  sufficient  re¬ 
sources  and  maintain  expertise  to  address 
security  issues.  They  are  under  constant 
pressure  to  utilize  resources  most  effi¬ 
ciently.  Also,  information  security  threats 
and  data  exposures  are  increasing.  CIOs 
must  balance  limited  resources  to  protect 
against  such  threats  while  meeting  their 
compliance  obligations. 

How  can  managed  security  help  busi¬ 
nesses  achieve  goals  and  objectives? 

It  allows  companies  to  focus  resources 
on  their  core  business  and  mission, 
rather  than  diluting  them  across  multiple 
areas.  Businesses  can  leverage  a  managed 
security  vendor  to  improve  their  security 
posture  and  meet  compliance  obligations 
while  sharing  the  cost  of  deep  and  broad 
security  skills.  Additionally,  by  working 
with  a  managed  services  provider  such  as 
Qwest,  which  also  provides  unified  com¬ 
munication  and  network  management 
services,  companies  gain  a  partner  that  can 
provide  extensive  security  and  telecom¬ 
munication  solutions  that  work  together. 

How  do  Qwest's  services  help  CIO's 
embrace  security? 

Through  Qwest,  CIOs  get  a  strong 
security  partner  who  understands  their 
security  needs  and  helps  them  protect 


their  data,  and  their  customer’s  data,  at 
a  more  favorable  cost.  Companies  that 
don’t  adequately  protect  sensitive  data  do 
not  stay  in  business  in  the  long  term. 

What  is  the  importance  of  monitoring 
and  managing  a  firewall? 

Firewalls  are  critical  security  controls  in 
any  organization  and  are  essential  to  pro¬ 
tect  company  data.  But  they  are  only  as 
good  as  their  maintenance  and  monitor¬ 
ing.  Without  monitoring  of  firewall  logs 
and  regular  auditing  of  firewall  rulesets, 
attackers  can  bypass  the  controls  and 
steal  company  data.  Specialized  firewalls, 
such  as  Web  application  firewalls,  may  be 
needed  in  higher  risk  environments. 

What  is  the  current  state  of  anti-virus 
and  anti-spam  technology? 

Anti-virus  and  anti-spam  are  key  compo¬ 
nents  in  security  control.  However,  anti¬ 
virus  agents  will  not  catch  100  percent  of 
the  malicious  code  traveling  across  the 
Internet.  It  is  important  to  use  multiple 
anti-virus  vendors  that  overlap  to  ensure 
better  coverage.  Companies  need  other 
in-depth  controls  to  reduce  exposure  of 
their  assets  to  malware  including  Web 
content  filtering,  email  attachment  block¬ 
ing,  network  intrusion  detection/pre¬ 
vention,  and  patching  and  vulnerability 
scanning  programs. 

How  should  companies  approach 
intrusion  detection  in  a  lean  IT 
environment? 

Companies  need  to  monitor  all  the  differ¬ 


ent  avenues  of  information  linkage  and 
data  exposure.  But  intrusion  detection 
technology,  despite  its  improvement  over 
the  years,  can  still  be  resource  intensive. 
A  managed  security  provider  offers 
the  knowledge  and  experience  of  their 
trained  analysts,  whose  background 
encompasses  multiple  exposures  across 
many  different  companies.  Companies 
benefit  from  this  broad  understanding  of 
threats  in  a  more  cost-effective  way. 

What  is  your  approach  to  network 
vulnerabilities? 

Assessing  network  vulnerabilities  starts 
by  insuring  that  systems,  routers  and  net¬ 
work  devices  are  well  maintained,  hard¬ 
ened  and  regularly  tested.  You  must  have 
a  strategy  that  provides  security  controls 
at  different  layers  in  the  organization. 
Doing  so  allows  a  company  to  defend 
against  multiple  threats  and  ultimately 
provides  the  best  safeguard  for  company 
data.  Don’t  rely  too  heavily  on  one  single 
control  to  protect  your  data. 


FOR  MORE  INFORMATION: 

Download  the  free  white  paper  "Managed 
Security  for  a  Not-So-Secure  World"  at 
www.cio.com/whitepapers/qwest_mgdsec 
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ALTERNATIVE  THINKING  ABOUT  SERVER  ECONOMICS: 


ike  a  supe 
e  an  accoui 


Now  more  than  ever,  you  need  your  money  to  work  harder.  With  the  new  generation 
of  HP  ProLiant  G6  Servers  with  Intel®  Xeon®  processor  5500  series  you  dramatically 
improve  energy  efficiency,  flexibility  and  performance.  And  more  reliability  in  each 
system  means  you  can  reduce  business  risk  as  you  increase  your  productivity. 

Decrease  your  IT  support  costs  to  an  absolute  minimum.  HP  Insight  Control  Suite  (ICE) 
will  help  you  to  reduce  operational  expenses  by  up  to  $48,380  per  100  users.* 

For  total  peace  of  mind,  HP  Care  Pack  Services  deliver  industry  leading  automated 
24X7  system  monitoring,  diagnosis  and  fault  notification  to  protect  your  investment. 

Making  you  and  your  business  shine. 

Technology  for  better  business  outcomes. 


8  Processor 


HP  ProLiant  DL360  G6  Server 


Up  to  two  Intel®  X 
5500  Series 

•  144  GB  maximum  memory  footprir 

•  Supports  up  to  8  small  form  factor 
high-performance  SAS  hard  drives 

•  HP  ProLiant  Onboard  Admi 
jwered  by  Integrate 


$2,969  (Save  $723) 


Lease  for  just  $7 2/mo.' 


[PN:519567-005] 


I  Smart 


HP  ProLiant  BL460c  G6  Server  Blade 


$2,209  (Save  $375) 

Lease  for  just  $54/mo.** 

H.ff.i'.iuv  [PN:532020-B2t] 


HP  BladeSystem  c3000  Enclosure 


$3,499  (Save  $2,319) 

Lease  for  just  SSS/mo.** 

Em iuvl  [PN:481657-00I] 


Special  0%  financing  for  up  to  36  months  also  available) 
To  learn  more,  call  1-866-625-0804  or  visit  hp.com/go/G6superstar2 


TT 


'Source:  IDC  white  Paper  sponsored  by  HP,  "Gaining  Business  Value  and  ROI  with  HP  Insight  Control"  Document  #210479,  Feb  2008. '  "Prices  shown  are  HP  Direct  prices;  reseller  and  retail  prices  may  voiy.  Puces  shown  ore  subiect  to  change  and  do  not  include  applicable  state  and  local 
taxes  or  shipping  to  recipient's  oddress.  Offers  cannot  be  combined  with  any  otherolfet  or  discount  nndoregood  while  supplies  last.  All  featured  offers  available  in  U.S.  only.  Savings  based  on  HP  published  list  price  of  conligure-to-oiaei  equivalent  (fnclosuie:$S,8l8-S2,3l9iristantsa*nigs 
=  SmarfBui price  of  $3,499;  Bl  Server:  $2,584— $375  instant  savings  =  SmartBuy  price  of  $2,209;  DL  Servei:  $3,692— $723  instant  savings  =  SmartBuy  piice  of  $2,969.  Financing  available  through  Hewlett-PockarcT F inane ial  Seivices  Company  and  its  subsidiaries  (HPFSC)  to  quoted 
commercial  customers  in  the  U.S.  and  is  subject  to  credit  approval  ancfexecution  of  standard  HPFSC  documentation.  Prices  shown  are  based  on  a  lease  48  months  in  term  with  afait  marketvalue  purenase  option  at  the  end  of  the  termand  are  valid  through  July  31. 2009  Otbm  ratesapply 
for  other  terms  and  transaction  sizes.  F  inancing  is  available  on  transactions  greatei  than  $349.  Other  charges  and  restrictions  may  apply.  HPFSC  reserves  the  right  tochangeor  cancel  this  program  at  any  time  without  notice,  financing  available  through  Hewlett  Potkaidfinonciol  Seizes 
Company  and  its  subsidiaries  (HPFSC)  to  qualified  commercial  customers  in  the  US  and  Canada  and  is  subject  to  credit  approval  and  execution  of  standard  HPfSC  documentation.  Offei  valid  tlnough  luly  3 1 , 2009  on  transactions  in  the  United  States  Detween  S  1,500  and  S I  $0,000  USD 
and  in  Canada  between  $5,000  CAD  and  $150,000  CAD.  Zero  peicent  financing  assumes  transaction  is  documented  as  a  lease  with  a  SI  end-of-term  puichase  option  (or  local  country  equivalent),  assuming  lessee  is  not  required  to  pay  any  nominal  end-of  term  purchase  price  at  the  end 
of  the  lease  term  and  disregarding  any  chonges  payable  by  lessee  other  tftan  rent  payments  such  as  maintenance,  taxes,  fees  and  shipping.  This  offer  cannot  be  combined  with  any  othei  rebate,  discount  or  promotion  without  prior  approval  by  HPand  HPFSC  Rotes  ore  based  on  customer's 
ciedit  rating,  financing  terms)  offering  types,  equipment  type  and  options.  Not  all  HP  products  are  eligible  for  the  0%  lease  rale.  Not  all  customers  may  qualify  foi  these  rales.  Other  restrictions  may  apply.  HPFSC  reserves  the  light  to  change  oi  cancel  this  program  at  any  lime  without  notice 
Intel,  the  Intel  logo,  Xeon  and  Xeon  Inside  are  trademarks  of  Intel  Corporation  in  the  U.S.  and  other  countries. 
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